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Introduction

The term business applications doesn’t sound very interesting. It suggests grey, dull offices,
computers with lots of spreadsheets, and the politics of a large organization. While this may
have been true at one time, I want you to think of something different when you see or hear
the term business applications. Think of a system that sends you notifications about your
monthly bank statement. Think of engaging with your energy company on Twitter and
getting a resolution to your problem in less than 30 minutes. Think of a real estate agent
taking a couple on a tour of a home, entering information into their device, unconcerned
that they have no WIFI or 4G signal. Think of your doctor prescribing you your latest
medication and the system on which that had to be carried out. Finally, think of vulnerable
people seeking aid in a system that can help feed them, clothe them, and provide shelter,
even giving them a safe home. These are business applications—applications that enable
and empower human beings, organizations, and society to do more and to do better.

Microsoft Dynamics 365 is a suite of business applications that allow you to combine
several different tools to create an infrastructure, a framework, and a core system within
an organization. By doing so, it allows organizations to meet the demands of an ever-
changing industry as well as customer expectations. Dynamics 365 provides connectivity
and enhancements to other applications, such as Office 365, to allow greater productivity
using Outlook, SharePoint, Excel, Word, Teams, and even LinkedIn. Built on Microsoft
Azure, Dynamics 365 has the ability to provide world-class reliability and performance,
extending the capability of business applications even further in infrastructure,
scalability, and serverless computing technology.

This book will focus on one specific area of that platform, which is Dynamics 365 for
Customer Engagement (CE). Within that, we will look at how to create business solutions
built upon the Common Data Service for Applications (CDS). The CDS is at the core of
Dynamics 365 and the business application platform that Microsoft offers, providing
connectivity as a database across all areas, including talent, finance, and operations,
as well as other third-party systems. Dynamics 365 CE provides “first-party apps” for
field service, sales, project service, customer service, social engagement, portals, and
marketing. Most of these apps can be licensed separately or can be purchased together
in plan licenses, giving organizations the opportunity to tailor their business applications

based on their needs. Included within these pages will be the essential information on
Xix



INTRODUCTION

how to get started using the standard applications and their features. It will also include
how to extend those capabilities using a variety of no-code processes, including workflows,
business rules, business process flows, action steps, task flows, and more. At the end of the
book, you (the reader) will be equipped with a solid understanding of how to get started
with Dynamics 365 CE and how to customize it to match your business needs.

Setting the Scene

Dynamics 365 CE is currently on major version 9.0 and is in between a large reboot of the
user interface. In the latest version at the time of writing (9.02), a user can use either the
classic form, referred to as the ‘Classic UI’ or the new user interface, which is called the
Unified Interface (UI). There are some very large differences between them. For clarity, this
book will refer to the Unified Interface (UI) where possible, however some experiences,
especially those that are setup and administrative, the Classic UI will be used. The two user
interfaces do have a lack of parity as to what is comparatively possible; however, expect this
to be resolved in the coming releases of the platform. For this reason, there may be some
changes in look and feel of the application between what is available at time of reading.
This book purposefully doesn’t cover a UI Overview due to the nature of the
changing releases and versions, many of the elements are in flux and whilst during the
book I have been as descriptive as possible for walkthroughs, an extensive chapter on
getting used to the user interface did not seem it would be the best content to include.

The Unified Interface (Ul)

The Unified Interface has modernized the interface and reengineered the application
to use a single interface across all devices and formats, from web to mobile. A user can
work on any form factor and ratio because the Ul controls are designed to collapse into
minified style controls that are easier to use and take less of the form up. This responsive
design has brought the application up to modern standards, allowing for further
support to be added for screen readers and for easier navigation of forms using the Tab
button. Satya Nadella, CEO of Microsoft, has consistently focused on the accessibility
within technology, speaking at Ignite 2018 about the topic and actively participating in
leadership teams with this as the focus.

The UT has a very similar interface to that of Office 365, such as Outlook and
OneNote. The tabs and how the related items work in forms within the Dynamics 365 CE
application, as well as the fonts and the look and feel of the application, allow users to get

XX



INTRODUCTION

started in a more familiar environment as opposed to an entirely custom application. User
experience is an important sub-topic of software development and has a huge influence
on user adoption of an application. This must be a consideration of Dynamics 365 CE and

any additional customizations we make as customisers on the existing application.

Format of the Book

This book is split in two. The first part is called ‘Setup’ and focuses on the functionality
within a number of the native apps of Dynamics 365 CE. Each chapter will cover what
functionality is included within the app, how to set it up, and how to get started using
the functionality. The book will focus specifically on the features of Dynamics 365 CE

9.0 Online and not earlier, with the exception of references to previous versions when
discussing the Outlook Client Integration Capabilities in Chapter 1, which is done to give
context surrounding a long and changing journey with the features.

The second part of this book is focused on Configuration. This will look at ways in
which the application can be customized to perform certain tasks and the ways in which
this can be achieved using the native extensibility platform that the application provides.
Dynamics 365 CE provides an extensive range of configuration functions, which are
available through the UI and do not require any knowledge of coding. At the end of this
section, readers will be confident in their knowledge of the extensibility of the platform
and what types of customizations can be used to modify the standard application. Both
sections will provide considerations for real-life applications of the functionality where
relevant, some of the potential shortcomings, and associated workarounds.

There is also an extra chapter at the end of the book which covers the latest Marketing
App functionality within Dynamics 365 CE.

The strength of the Dynamics 365 CE application is the standard configuration
and customization capabilities that it provides. Even if readers know how to code, it is
an established best practice to use out-of-the-box methods first before extending the
application further. IT departments and system administrators that know these features
of the application would be able to have greater ownership, allowing them to make
more decisions and be more capable of analyzing and mitigating risk when changing
processes. This allows for less overhead and for organizations to be more agile and
adaptive to the changing needs of industries and customers.

Now, let’s get started with setting up Dynamics 365 for Customer Engagement.

xxi
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CHAPTER 1

Customer Management

This chapter will introduce the Accounts and Contacts records and explain why these

are so fundamental within Dynamics 365 CE. This introduction will include key things

to consider when using these records at the start of implementations and how such
records can be customized to suit the needs of the business. It will then move on to email
integration options, focusing on installing the latest App for Outlook before moving on

to how activities can be utilized and how they are paramount for customer interaction
and insight, timeline management, and customizing the timeline. This chapter will set
you up with core knowledge about Dynamics 365 CE, allowing you to move forward with
confidence into the next chapters.

Accounts and Contacts

Accounts and Contacts are two fundamental record types within Dynamics 365

CE. Record types are often referred to as entities within Dynamics 365 CE. Entities are
used to categorize the fypes of a record, and in database terms are the same as a table
within a database. Users and processes create records of that type within the user
interface or programmatically, creating rows within that table. Entities have related
metadata linked to them, such as fields, views, and forms. Fields are columns within the
database linked to the entity and are the descriptive information that is stored within the
row. Dynamics 365 CE comes with many entities already pre-created and used within
defined business processes, such as Accounts and Contacts. There is also the ability to
create custom entities that can be used to support existing processes or instead, to create
entirely new processes.

Most interactions within the rest of the system center around these records. Because
of this, they are often the most customized or renamed entities in the standard system.
The name is often changed to “People” or “Organizations” to represent the terminology
of a specific implementation. Changing the name of these entity types can often lead to

© Sarah Critchley 2018
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more work than originally anticipated as a result of having to change any reference to
the original names, such as in views and dashboards. In some areas, the original names
cannot be changed, which then leads to further confusion as an organization has to be
familiar with both terms.

To avoid renaming these fundamental entities, it helps to understand these records’
potential within an organization and how they are represented. Despite changing
the name of these entities within an implementation, people will often still find that
the name is only representative of a department or a section of the company, while
a different department would refer to them with another name. Understanding the
potential of these records and looking at the different scenarios they are used in is so
important for all projects and will lead to a greater appreciation of how they can fit
within the organisation using Dynamics 365 CE.

What Are Accounts and Contacts?

Accounts are fundamentally a collection of related records that are related to a specific
engagement or business relationship. A contact represents how to contact a person.

I have chosen my words very carefully here for good reason. Accounts often get used
specifically as organizations or companies; however, using them in this way is fine only
until you start getting into a few different scenarios. An example would be when using
‘Fourth Coffee’ as the company:

o Is Fourth Coffee the legal entity, or is that a different company? Will
that different company be it’s parent company?

o Is Fourth Coffee the one that invoices go to, or could another record
deal with the invoices?

o Is Fourth Coffee a contractor that also is a contact and a company
at the same time? What if a contractor utilizes sub-contractors who
belong to a different company?

Once these questions start to be asked, one might think they can be resolved by
adding new fields to the entity, which becomes problematic. Data starts to become only
important in specific scenarios, and these records become packed with fields that will
not be relevant for all records.
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Another consideration for the Account record is deciding where this would sit
within the counterpart finance system structure. A Contact record would be linked to
an Account record in CE, and other information would be held in the finance system.
The front- and back-office systems often have different users, creating a requirement
to “open up” the integration between the two systems so they display information from
both systems. In finance and operations, a Vendor is a separate record type to that of an
Account, which has a totally different meaning.

Returning to the definition of an account, as it is a collection of related records that
are related to a specific engagement or business relationship, it’s easy to see an account
differently based on different perspectives. So, for those instances where you wish to add
organization data or contractor data, an option would be to extend the Account record
with custom entities specific to the type of data you're holding. This would abstract the
data from the core record information.

The same challenges appear for contacts. Contacts often get described as
“customers,” but could refer to internal contractors, and not necessarily an individual
who the business treats as a customer. The terms Individuals and People are also a
challenge, as these come with the assumption that only one of that record would exist,
as only one exists within the world in which they do business. Within Dynamics 365 CE,
uniqueness in relation to Outlook Integration (which will be discussed in a later chapter)
is based on email address. This functionality underpins the creation of new contact
functionality and links email activities to the contact. For this reason, it is then easier to
approach the definition of a contact as being how to contact a person.

Ensure that your definitions of what an account and a contact are within a business
system are clearly defined and are discussed early on in your project. This could help
with enhancing the system through customizations if required and aid in resolving any
problems created later with terminology misunderstandings.

Parent Accounts

Dynamics 365 CE provides the capability to associate one account with another account
as its “parent.” A parent can have many child accounts; this structure is easy to see

in a visual format by selecting the Hierarchy icon on a view within the legacy Classic

Ul application. Figure 1-1 displays the field this is referencing within the form.
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ACCOUNT fi
CRM CAT Lab - Sarah Critchley
ACCOUNT INFORMATION TIMELINE RELATE
Account Name CRM CAT Lab - Sarah Critc... Timeline + CONTAC
Phone 290132710 % Enter a note... 1]
Fax What you missed (Click To Filter) X
) Pastdue (1)  Newposts(2)  New activities (3)
Website https://google.com
Primary Contact OLDER NN O]

Parent Account

8 CRMCATLa.. X | /O‘

Address 1: Street 1

Figure 1-1. An account with the Parent Account field set, making this a child

account

Test Avenue

Portal Comment from SYSTEM - Thursday. April 26, 2018
B 10:58 AM

blablabla

You can then visualize the hierarchy of accounts by selecting the Hierarchy button

on the list view (next to its name). This is shown in Figure 1-2.

+ NEW = EMAILAUNK | -

El cRM CAT Lab Parent
CRM CAT Lab - Sarah Critchlay

[ AUN REPORT =

CRM CAT Lab - Sarah Critchley

CRM CAT Lab
oy

Primary Contact

Cwner Sarah Critchley
Open Revenue £000
Open Deals ]

Figure 1-2. Visual Hierarchy view available in the Classic UI application version

0f9.02
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Associating an account as a child or a parent of another doesn’t just give helpful
reporting capabilities. It also automatically rolls up associated activities, such as
appointments and emails, from the child account and makes them visible within the
parent. This is especially helpful when a parent account has multiple child accounts, so
that all activities will be visible at the parent level, without users having to individually
find those activities within the children.

This relationship is especially useful when an account is responsible for invoices,
as they can normally be associated with a parent account (which is the case for Local
Authorities in the UK in a specific region; normally one is invoiceable). By associating
these relationships, it means any further customizations done within this area to
automate functions can be easily achieved.

Standard Features Associated with Accounts
and Contacts

There is standard functionality available on the Account and Contact records that is
useful to be aware of when using Dynamics 365 CE.

Like the account and parent account rollup functionality, activities from an
associated contact automatically roll up to the contact’s associated account. This is
especially useful in instances of Outlook Integration where a user is using Outlook to
communicate with a customer; for example, when investigating a case, those emails can
be automatically tracked to the Case record within Dynamics 365 CE using the Outlook
Integration feature. When that record is viewed within Dynamics 365, those email
activities can be seen not only on the Contact record, but also in the associated Account
record, giving a single record within the system the ability to see all communication from
all associated Contact records.

To use this feature, ensure the relationship between Contact and Account records is
set using the Account Name field within the Contact record; the associated activities will
automatically roll up.
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In Figure 1-3, the phone call was scheduled on a Contact record.

CONTACT [—
Caterina Jones

Summary Social Insights Details Related
GENERAL INFORMATION TIMELINE RELATED

Timeline T o Recent Opportunities
First Name * Caterina Enter a note... ]
Last Name © Jones [ cominG up NN O] Nc
Account Name £l CRM CAT Lab @ Phone Call from Sarah Critchley - 5/6/2018 12:02 PM

o Need to check contact pref
Mobile Phone 071921620123 %
&, Assign E Delete

Fax

Figure 1-3. A Contact record with an upcoming Phone Call activity

The phone call can be seen within the Account record in Figure 1-4, as it has rolled
up to the associated account.
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ACCOUNT Annual Revenue
° CRM CAT Lab

Summary Details Related
ACCOUNT INFORMATION TIMELINE RELATED
Account Name * CRM CAT Lab Timeline T CONTACTS
Phone 290132710 Enter a note.. i
o sar
Fax --- What you missed (Click To Filter) X
W . Past due (1) New activities (1)
Website hups;/jggoglp_cgm & @ San
Primary Contact
Parent Account £l CRM CAT Lab Accounting e Phone Call from Sarah Critchley - Just now
_ ) Z Need to check contact pref
Address 1: Street 1 Test Avenue
Address 1: Street 2 A, Assign . Delete

Figure 1-4. The account associated with the Contact record, showing the Phone
Call activity, despite its not being directly associated

Within the Account and Contact records there is a standard feature that allows users
to control whether emails and bulk emails are to be sent from within Dynamics 365 CE
to those contacts. This feature is particularly useful where automated emails are being
sent from within the system and an organization needs to prevent these from being sent.
It doesn’t, however, prevent a user from sending a contact an email directly from within
Outlook.

The fields that can restrict this process are included in the section called “Contact
Preferences” within the Details tab, which can be seen in Figure 1-5. The “Email” field
will prevent any email from being sent from within Dynamics 365 in both the context
of an individual email activity and also bulk emails. Emails are classified as “Bulk
Email” when they are sent from quick campaigns, campaign activities, or customer
journeys (using the Dynamics 365 for Marketing app) or are sent using the Send Direct
Mail feature available on a Contact record. Individual emails are single email activities
associated with individual records. The “Bulk Email” field will prevent emails from being
sent out only when considered a bulk email.
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C

Customer Service Hub Service > Contacts > Sarah Critchley

® | + MNew [3 Deactivate A Assign [ Emailalink Delete () Refresh @ Process >~ % Follow

5
CONTACT ob Tile
e Sarah Critchley
Senior Consultant
e Name
B Birthday dd/mm/yyyy
8 Anniversary dd/mm/yyyy CONTACT PREFERENCES
o] Contact Method Any
A Email Allow
PERSONAL NOTES

7 Follow Email Allow
)} Bulk Ema Allow
B Phone Allow

Fax Allow

Mail Allow

Figure 1-5. The Contact Preference section within a Contact record holds the
“Email” and “Bulk Email” fields

These fields are often utilized within marketing add-ons to the Dynamics 365 CE
platform through marketing lists or segmentations. Subscription lists are a common
feature underpinning how contacts are contacted to be able to tailor the marketing
experiences they receive. A part of this is where a user can unsubscribe from a list so
as to no longer receive messages using a specific channel, such as email. A contact can
also ask an organization to not contact them again regarding any sort of message and to
withdraw any sort of service from the contact. These examples are where Contact record
preference fields hold a high value, as they then prevent automated messages from being
sent and assist in segmentation within queries.

10
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Lastly, there are some fields to be aware of before you begin any sort of
customization that come as part of the native Dynamics 365 CE product. These include
the fields within the Billing and Shipping sections of Account and Contact records,
highlighted in Figure 1-6. These fields, while not holding any functionality, are often
also found on other records, such as Quote, Order, and Invoice. This means, with
some relative ease, by using relationship mapping, covered later in the book, you can
automatically populate these fields with the default data from the associated Account
and Contact records, resulting in a more consistent experience for users, as well as in
correct and complete data.

+ Mew [3 Deactiate A Assign O Emadalink @ Delete (O Refresh @ Process ™ % Follow @ Word Templates

CONTACT Bk e
Sarah Critchley ) x
Senior Consultant 290132710 L 9
PERSONAL MARKETING BILLING
Gerde: Famale A Onginating Lead Currency [ Pound Sterding
Marital Status Married £3 Last Campaign Date e/ yyyy Credit Limit £5,000.00

Marketing Matenals Send
------

Birthd, dd/mmyyyyy Net 30
Anniversary ded./rmimy vy CONTACT PREFERENCES
CapctMehod Any SHIPPING
PERSONAL NOTES Al A i
Eoliow Email Allow Fresght Terms FOB

Figure 1-6. Billing and Shipping sections within a Contact record to be aware of
for automation opportunities and integration

Be aware of the fields that are used within the form. There are many fields on an
entity that come as part of the platform—which you can see within the Form Designer’s
field explorer—that hold standard features (Figure 1-7). These include Last Login,
Modified On, SLA, and others that you may wish to review before customizing the
system, as you may create similar fields. This will assist you in getting the most out of the
standard platform. Customizing the user interface and the Form Designer is covered in
Part II of this book.

11
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Form: Contact

Filter All Flelds ¥

4 Summary

o Oy show unused fields

i {peaTeD
e i ] Lockout End Date
i1 Recent Opportunities
i (7] Login Enabied
(@ Manager
(@ Manager Phone
(3] Managing Partrer
(3] Marketing Oriy

(@ Middie Name

pEEms— s e
H (@] Modified By

{8 Modified By (Delegate)

[ Modified By [External Party
@] Modified By I Address
(] Modified By Username

& Modifisd On

@ Nickname
] Ne. of Children
(@ On Hoid Time (Minutes]

(@ Organization Name

L

Figure 1-7. Form Designer within Dynamics 365 CE with the field explorer
highlighted, displaying fields not considered standard on the Contact form

Address Entity

On Account and Contact records, the “Address” fields look like any normal field where
you can enter lines of the address, the city, and zip code and save those details, report
on them, and have them appear in views. These types of fields are often referred to as
“composite” field controls and compress multiple fields. There is a separate Address
entity that can be utilized within Account and Contact records and is used to store
addresses linked to those records, ready for use in other processes. At the time of writing,
the address entity is not available in the Unified Interface; however, expect there to be
updates to the platform that allow this functionality to be available soon.

360-degree View of the Customer

A common requirement for organizations is to be able to view an Account or Contact
record and get a “360-degree view” of the customer. This view is different depending

on not only the organization using Dynamics 365 CE but also the department that is
using it, all the way down to the user and what information is relevant for them, at that
specific time. Understanding what information is useful to the organization, department

12
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managers, and users is really important if you want to obtain a cascade of information

that can be easily aggregated for each user based on what is important to them. By doing

so, all users will be looking at the same data, seeing different representations of that

data depending on their role. Many of the standard features of Dynamics 365 CE can be

customized to be able to achieve this, and a great start is to try asking yourself and the

business these simple questions:

What can a user see immediately after they load a form? Is this
information relevant?

Can all the information on the form fit within one screen, or does a
user need to scroll and “find” the data they are looking for?

Are you using colors/theming and have you considered the
accessibility impact?

Have you considered using notifications to highlight specific data
based on certain scenarios? This can be achieved using Business
Rules (covered later in the book).

How many entities are included in the related tab? Are all of them

relevant?

Do all the entities have appropriate icons and views set up for them?
Views within sub-grids should display key data.

Are the views editable where they need to be, allowing users to
quickly add data when required without having to navigate away?

Have main views been configured to give users a 360 view of all
relevant data for multiple records at any one time? This can even
remove the need to click into a form.

Have quick-view forms been utilized? Quick-view forms allow users
to see a small set of information for related records without having to
navigate into them.

Answering these questions will help you design views and forms for users that makes

use of standard features and provides a realistic 360-degree view of the customer for

most users. Run user-experience workshops and create material to show users how to

obtain the information they need and how to obtain feedback and modify the view as

13
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appropriate. UI customizations are covered in the second chapter of this book, which
looks at how to customize views, forms and create dashboards.

Email (Outlook) Integration for Dynamics
365 CE Online

Dynamics 365 CE allows for native Microsoft Outlook Integration so that a user’s current
day-to-day activities within Outlook can be kept within the Outlook application and
integrate in the background using Dynamics CE. A user’s day-to-day tasks might not
look like Microsoft Outlook, and can include other email providers, such as Gmail.
Integration capabilities are still there for other providers using POP3 or SMTP email
protocols; however, some functionality is limited (such as manual tracking). The
intention in this section is not to provide a full list of current capabilities and versioning,
as this can easily be obtained by reviewing the official Microsoft Doc page, linked in the
“Further Reading” section at the end of this chapter. Instead, this chapter will look at
how to set up the latest connector, the different options available when setting up email
integration, challenges and possible mitigations.

Being aware of the capabilities of Outlook Integration is important as it has a direct
effect on the way users interact with contacts and accounts within their day-to-day
activities. Email is utilized regularly across multiple devices, where multiple users are
interacting with those records regularly. Integration within Dynamics 365 is often an
expected and required function in order for businesses to operate seamlessly between
Microsoft Outlook and Dynamics 365 CE.

Microsoft Outlook Integration is the preferred option for integrating with Dynamics
365, providing most functionality and often what can be described as “native”
integration. There are two ways to integrate Dynamics 365 CE with Microsoft Outlook, as
follows:

e The Dynamics 365 Full add-in is often referred to as the Outlook
Add-In, Outlook Client, or even Dynamics 365 for Outlook. This is
installed locally on the user’s machine by downloading the . exe file
and installing it. This was previous deprecated at the end of 2017;
however, this decision was since reversed in early 2018.

14
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o The Dynamics 365 App for Outlook is the latest version of Outlook
Integration and was rebuilt using HTML. It can be deployed via
Dynamics 365 without the need to install anything on the users’
machines. This also appears in Outlook Web Access for those
users. This is currently a preview feature for 9.0 that has been
made GA in the 9.02 release in April 2018. You must use server-side
synchronization integration, described later in this chapter, to utilize
this version.

Using both add-ins at the same time is unsupported, so an organization must
choose one version of the Outlook client. Microsoft has communicated within its
documentation, found in the “Further Reading” section at the end of this chapter, that
the preferred way is to utilize server-side synchronization with the Dynamics 365 App for
Outlook. The following sections include steps to set up the app using server-side sync,
allowing access to the features from web, desktop, and mobile.

This section will look at the steps to set up the mailbox before you configure the
Dynamics 365 App for Outlook. If you navigate to the “App for Outlook” area within
Dynamics 365 CE and don’t see any users, this is normally caused by the fact that you
do not have an approved and running mailbox. A mailbox within Dynamics 365, as seen
in Figure 1-8, represents the link between a user’s mailbox on the exchange server (that
stores its email messages) and Dynamics 365. The options configured within this record
in Dynamics 365 CE are created per user and govern how the email synchronization is
managed between the two systems. Within “System Settings,” users can configure default
mailbox settings for each user, so there will be no requirement to configure the following
steps separately as new users are added. This is particularly useful when there are
hundreds or even thousands of users.

1. Navigate to Settings, click “Email Configuration,” and then
“Mailboxes.”

2. You will see a Mailbox record created for each user you have in
the system, but they are not going to be activated and running by
default.

15
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3. Set the fields within the Synchronization Method tab to “Server-
Side Synchronization” (Email Router is an older option of
integration that provided a separate service, or “route,” by which
to send the messages between an exchange server and Dynamics

365, but requires Outlook to be running to synchronize).

t the feature Sechrical documentation for

B oxon -

<« M

Figure 1-8. Dynamics 365 CE Mailbox record with the synchronization method
being configured for server-side sync

Server-side synchronization is the term used to specify which type of synchronization
this specific mailbox is using. It allows for Dynamics 365 CE to communicate directly
with the exchange server without having the middleware of an email router. As each
mailbox is a separate record, each can be different for different users. Specifying server-
side synchronization has the advantage of being able to track email, contacts, tasks, and
appointments dynamically and automatically, at a minimum frequency of every five
minutes, without the need to have the Outlook application open. This frequency can
happen quicker, depending on the mailbox, but because each mailbox is different (the
rate of emails being sent and received is rarely the same for individuals), this can be
shorter or longer.
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The next steps to activate this mailbox are as follows:

1. Ensure the email for the user is approved to send emails by
clicking “Approval Email,” as seen in Figure 1-9.

2. Click “Test and Enable”; there will be a test message sent using the
options you configured. The outcome of this test can be seen in
the fields in the mailbox itself.

FILE MAILBOX

H Save & New ﬁ Delete .’ v\f 3\, Approve Email % Send emai
o » S Rej

ié Deactivate ect Email
Save Save & Test & Enable Apply Default Email
Close Book Mailbox Settings .% Download Mailbox Details
Save SActions
Mailbox : Information e Test Configuration and Enable
Configuration Test Re... .', Mailbox
c
General [ ; : 2
S P Test the email configuration and
otes . . i
[ N era enable this mailbox. 'ofir data with an external system. Dat:
more information.
Related Email won't be processed for this mailbox until the email address of the mailbox is apprc

Figure 1-9. Approve the email for the mailbox and click “Test and Enable
Mailbox” to start a test between the specified user’s mailbox and Dynamics 365 CE

Once activated, the user who is associated with this mailbox should receive an email,
as seen in Figure 1-10, confirming the activation.
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Microsoft Dynamics 365
Mailbox connected for Sarah Critchley

Dear Sarah,

An organization administrator connected your mailbox to Dynamics
365.

You can now track emails in Dynamics 365 and sync appointments and
link activities to Dynamics 365 records.

To protect your privacy, we don't automatically track email. You can
track emails manually, or set rules for automated tracking in your
personal options.

crmcat
Email Mailbox
Tracking Connections
Visit this page to learn about Visit this page to understand why
automated and manual activity your Administrator connected your
tracking. mailbox.
Sincerely,

The Microsoft Dynamics 365 Team

Figure 1-10. Confirmation email after Dynamics 365 and Outlook have been
successfully linked

Once a mailbox is active and running for a user, App for Outlook can be installed.
The app offers functionality across web (through Outlook Web Access), mobile
(Microsoft Outlook App), and desktop (Microsoft Outlook, also available on Mac).
Dynamics 365 provides the capability to push this app automatically to the accounts of
users via Office 365 so there is no direct install required for users. Within the “Settings”
area, you can also automatically push the app directly to those who have an eligible
mailbox, as follows:

1. Navigate to Settings » Dynamics 365 App for Outlook.

2. Select the user(s) you wish to push the app to and select “Add App
for all Eligible Users” as shown in Figure 1-11.

3. After doing so, you will see the status of those users as “Pending.”

18



CHAPTER 1  CUSTOMER MANAGEMENT

Dynamics 365 ~ Settings -~ | Dynamics 365 App f...

Getting Started with Microsoft Dynamics 365 App for Outlook

The Microsoft Dynamics 365 App for Qutlook is an Office add-in that you can quickly add to your user’s Qutlook applications so they
can track emails and appointments, create contacts, and review Dynamics 365 information in context of their emails or their
appointments. To be eligible for this app, users will need the Use Dynamics 365 App for Qutlook privilege and have server-side
synchronization set up for incoming emails or for Appointments, Contacts and Tasks. Learn more

Microsoft Dynamics 365 App for Outlook uses relevance search. If relevance search is turned on for your organization, make sure that

these entity types are searchable: Account, Opportunity, Case, Contact, Lead. Look here to see the searchable entities in your
organization.

Settings redit

All Eligible Users o)

D‘ ADD APF TO QUTLOOK] b} ADD AFF FOR ALL ELIGIBLE USERS

| Full name | status | Enabled for I.. | Enabled for A..| O

Sarah Critchley Not added to Outlook Yes Yes

Figure 1-11. Installing the Dynamics 365 App for Outlook for eligible users

Once the app is installing, within the “All Eligible Users” view, you can see the status
of the app and when it is pending or installed successfully, as seen in Figure 1-12.

Settings edit
All Eligible Users v ol
L‘Z ADD APP FOR ALL ELIGIBLE USERS

D ‘ Full name | Status ' Enabled for I... ! Enabled for A C“)

Sarah Critchley ending Learn more Yes Yes

Figure 1-12. Once added, the status will be updated. Once completed, it will say
“Completed” and refresh to display “Added in Outlook”
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Once the app has completed installation, which can take up to 15 minutes, the
Dynamics 365 button will be visible within the clients. When accessing the Dynamics
365 App for Outlook across clients, there is still a familiar interface and loading screens
across all of them. These can be seen in Figures 1-13, 1-14, and 1-15.

nbox - sarahi@crmeat

¥ Move - | Unread/ Read & New Group Search People ) s Ny,

J To Manager | - o r/
- Rul B Categori 4%, Browse Groups |*#] Address Book .
# Done b Ascign e SSCGONES ¥ e el Read  Store  Customer| Dynamics
- il ilter Email -

w OneNote Palicy > Follow Up- Aloud Manager 365

iteps g Move Tags Groups Find Speech  Add-ins A
Sarah Critchley Sarzh Critchley 1531

Your mailbox is now connected to Dynamics 365

This message was sent with Low importance.

Microsoft Dynamics 365
Mailbox connected for Sarah Critchley

Dear Sarah,

-

Figure 1-13. Desktop client with the Dynamics 365 button available in the ribbon

The Dynamics 365 button can be seen near the “Reply All” dropdown in Outlook
Web Access (OWA), as seen in Figure 1-14.

Your mailbox is now connected to Dynamics 365

Sarah Critchley B B:  ® Replyall v

Sarah Cnitchley ¥

I This message was sent with low importance.

Microsoft Dynamics 365

Mailbox connected for Sarah Critchley

Dear Sarah,

An organization administrator connected your mailbox to Dynamics
365.

Figure 1-14. Outlook web access via the browser with the Dynamics logo visible in
the toolbar
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When you select the Dynamics button within OWA, the Dynamics 365 pane expands

on the right-hand side to give contextual information about the recipient of the email

(Figure 1-15).

Sweep Moveto v  Categories v e

Your mailbox is now connected to Dynamics 365

e Sarah Critchley B

Sarah Crtchley ¥
I This message was sent with low importance

Microsoft Dynamics 365

Mailbox connected for

Dear Sarah,

g:

D Replyall | v

Sarah Critchley

An organization administrator connected your mailbox to Dynamics
365.

You can now track emails in Dynamics 365 and sync appointments and

link activities to Dynamics 365 records.

To protect your privacy, we don't automatically track email. You can
track emails manually, or set rules for automated tracking in your

personal options.

crmeat

Email Mailbox
Connections

Tracking

> Dynamics 365

Not tracked

Set Regarding

Recipients

Sarah

User

Sarah Critchley

} D] B
D B ermeat

= sarah@crmcat.onmicrosof... &7

Figure 1-15. Outlook web access via the browser with the Dynamics 365 pane
expanded after selecting the Dynamics button
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On mobile, the experience is similar for the user, with the screens and functionality
operating in the same way as on the web client. This is seen in Figures 1-16 and 1-17.

P B H

Dynamics Qutlook More
365 Customer... Add-ins

Reply

You

Forward

Delete

Figure 1-16. Microsoft Outlook for I0S with the Dynamics 365 option and pane
open
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wilEE 4G 15:42 3 95% .

Dynamics 365

Not tracked

Set Regarding

Recipients
Sarah

User

Sarah Critchley

D [ ermcat

51 sarah@crmcat.onmicrosoft.com &

Figure 1-17. Microsoft Outlook for IOS with the Dynamics 365 option and
pane open

The contextual information still appears on mobile at the bottom of the screen when
setting the reference “Set Regarding” field within the record of the activity (Figure 1-17).

Once the app is installed, emails and activities can begin being tracked. Users will
see similarities between all different clients, such as when a “Set Regarding” field is set
to an email and a notification then appears to let you know this was successfully tracked,
displaying the quick-view information of the record within the pane (Figure 1-18). A
‘Regarding’ field is a link to an associated record from an Activity. For those who are not
familiar with the ‘Regarding’ field - this is covered in a later ‘Activities’ section.
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Figure 1-18. Successfully tracking an item within the Outlook app

Within the Dynamics 365 App for Outlook pane, users can also click the action menu
(“.) and choose to either associate the record with a different regarding, remove the link
all together, or view the record within Dynamics 365.

It is the same experience when creating appointments and tasks within Outlook.
Users can click the Dynamics 365 button and choose the regarding record with which
to associate the activity. Setting the regarding record will queue the activity record to be
created within Dynamics 365 CE and then to be linked together, creating a copy of that
activity within the Dynamics 365 CE application and also tracking it for changes. This is
especially useful where a user is managing their day-to-day activities within Outlook on
any device, and their colleagues can see the latest updates from within Dynamics 365.

One of the major differences between the App for Outlook and the older “full” add-in
is that manual tracking is not possible within the app and this is instead performed in
the background; however, tracking is very close to immediate within the application.

Users can also add activities (tasks, phone calls, and appointments) to records from
within Outlook. This can be done by selecting the action menu button and selecting
“Add Activity.” A user can select the type of activity and complete the form to save
this in Dynamics 365 CE (Figure 1-19). This is especially useful in scenarios of task
management, as the ownership of the task or activity can often change, and thus you
might need to create and synchronize a task or other activity for a different user directly
from Outlook.
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365.
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track emails manually, or set rules for automated tracking in your Duration
personal options.
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| Save & Create New ‘
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Figure 1-19. Creating a task within Outlook and setting the owner of that task
will display it within that user’s dashboard

Creating and synchronizing activities directly within Outlook means you can remain
within the Outlook app while creating tasks and appointments, knowing they are being
synchronized in the background (Figure 1-20).
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Figure 1-20. The email message and task synchronized to the contact in Dynamics
365 from within Outlook

Managing the synchronization between contacts can be easily set up by tracking
contacts directly from Outlook. Open the Contact Manager Add-In by selecting “Add-In” and
then “Dynamics 365,” as shown in Figure 1-21. This will open a view of the Outlook contacts,
and the Dynamics 365 contacts will also be visible (because the Outlook application creates
and manages a Contacts list like Dynamics 365 CE does). Click the Contact and click “Track”
The “Link” button will associate it with the account you select and also track it, automatically
tracking any associated email messages linked to this contact.

Navigation Options...
V| Tasks

Notes

Folders

Fd Shortcuts

o P i & Add-ins {1_10|

Figure 1-21. Selecting the add-in from within the Outlook application
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The Contact Manager gives users visibility into which contact is being tracked and to

manage this functionality from a central space (Figure 1-22).
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M Adam
L] = | Andrew
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(u]
o Link
o Select Account to Link
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O | A Tracked Sarsh Crtchley Senior Consultant  CRM CAT Labs Lid

Figure 1-22. Review which contacts are being tracked from the Contact
Manager

In summary, setting up the App for Outlook should be discussed within
organizations at the start of implementations to ensure the functionality meets their
needs. The app allows users to keep their often normal, day-to-day operations within
Microsoft Outlook and to benefit from the background synchronization achieved using
the native integration functionality. The contact users have with customers then creates
the 360-degree view from Dynamics 365 so that users are able to see the emails and
appointments that have been scheduled in the past and for the future.

The Account and Contact record types have been covered in this section, including
how to work with those records on a day-to-day basis using Outlook; now, let’s move on to
the final part of this chapter, which will cover activity management and the timeline view.

Activity Management and the Timeline

Activities were highlighted in the previous section in the context of Microsoft Outlook.
This section will look at activities in more detail and at how they are used within
Dynamics 365 CE. Activities can be especially useful for managing past, present, and
future customer engagements. They can be read and interpreted using the timeline
interface, underpinning reporting and customer engagement across the entire system.
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What Are Activities?

Activities are a special type of record within Dynamics 365 CE that can be associated
with any other record type within the system enabled for activities. Examples of standard
activities include phone calls, tasks, appointments, and emails. With specific apps within
Dynamics 365 CE, such as Field Service or Portals, more activities become available and
expand the types of activities available within the system. They are best considered as
supporting records that add extra dimensions and information for users, giving them
visibility into every record from the timeline view. Because of this, the data within these
records can be easily filtered and sorted depending on the need. Activities are often
considered to be “schedulable” as they all have a start and end date by default. The
reason this happens is because all activities are child entities associated with a parent
Activity Pointer entity (Figure 1-23).

Activity

Pointer

Figure 1-23. Activities roll up to the Activity Pointer entity

The Activity Pointer is a non-customizable entity within the system that provides
Activity records with a base set of field information so that any record type defined as an
activity will have the same set of fields at a minimum, in addition to specific ones for that
type. When a new activity record is made by a user, a new Activity Pointer record is also
created that holds base fields such as start and end time, due date, and duration. The
Activity Pointer records can be seen under the Activities entity within Advanced Find,
available on the main navigation bar allowing users to search and query records within
the system.
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Dynamics 365 CE hides the fact that two entities are created from the user interface
(for the most part), and only the specific record—e.g., phone call—is visible within the
system so the user can focus on the record type based on their needs at the time.

Making a new entity an activity-type entity can be done when creating the record
within the entity definition itself. Consideration needs to be given when creating a
custom activity because that activity is going to be available to be created on any other
type of record and will be available within the timeline for those records. If the record
type is only going to be appropriate in one entity, it may be best to simply create a
normal entity and not make it an activity. This is a critical point and an important design
decision. Creating a full entity and then creating a relationship between that and the
related entity allows the child records to be visible via a sub-grid component. This design
avoids the confusion of having activity records available to be created and filtered where
they are not needed or relevant.

How Can They Be Used?

Activities can be used in many ways. The previous section discussed using them in the
context of Outlook Integration, but they can also be used within the Dynamics 365 CE
application itself, enhancing productivity and reporting capabilities for users.

Using the standard activities on a day-to-day basis will allow a business to see all
the contact points with their customers and will also provide the capability to more
easily manage workloads. By using Outlook Integration and tracking, all email activities
are logged within the system, and any other user within Dynamics 365 CE can see
the integration taking place. Dynamics 365 CE has a feature called Phone Support
in the Customer Service Hub app, which allows a new Case record to be created and
automatically creates and opens a Phone Call activity at the same time. Creating phone
calls for the future will allow a salesperson to plan their weekly calls and estimate how
long they will take. Appointment activities can also be synchronized with Outlook
Integration, allowing other users and colleagues to see availability and when interactions
are taking place, such as when the last face-to-face meeting was.

Activities don'’t just have to be created manually and are often automatically created
through workflows and other customization options set on specific actions being taken
within a system. This gives the capability for dashboards of tasks and phone calls for the
week to be created and to be visible as soon as a user logs in to the system. While this
seems like basic functionality, by using this feature an organization gains access to the
following information:
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o Interaction with the customers (visible on the rollup from Contact to
Account records)

o Length of support given to customers

e Appointments and meetings taking place

» Email engagement and conversations with customers

e Missed opportunities (where activities are not taking place)

e Scheduled workload (by using the duration of all planned activities)

This information is not only easily obtainable from activities but is also what is used
in the latest ‘Relationship Assistant’ functionality in Dynamics 365 CE. Relationship
Assistant gives the user informed recommendations about their next best action based
on real activity data.

Relationship Assistant can be selected within the navigation bar in Dynamics 365
via the lightbulb icon (Figure 1-24). When clicked, it displays action cards that give
recommendations based on those activities within the system. It would suggest if you
have not contacted somebody for a while, upcoming appointments, and even suggest
actions based on email messages that have not been responded to.

Relationship Assistant X

v There are currently no insights.

Figure 1-24. Relationship Assistant button on the navigation within Dynamics
365 CE
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Relationship Assistant can also be added as a form component so as to be seen by
users as soon as they open a record. This is configured as standard on the Opportunity
form, as seen in Figure 1-25.

Sevenus Status Qwner

£13,213.00 In Progress @ ¢ Sarah Critchley

i
B Contract B Close [ﬁ

4+ Relationship Assistant

@ Cpportunity Clesing Soon

Interested in Dynamics 365 CE

NP ( Opportunity closes on 02 August 2018.

365 CE's wall - Just now SRR

2y for Contact CRM CAT.

STAKEHOLDERS
Figure 1-25. An example of a card generated by the Relationship Assistant

The Relationship Assistant can be used from the icon on the header, from within
dashboards, and as embedded into forms. There is a variety of cards available, with the
main being “base cards.” These often refer to upcoming activities that are due today or
appear when things have been missed (e.g., activities past their due date with no action
taken on them). These cards are the only type of cards available in the Relationship
Assistant for on-premises Dynamics CE customers. There are more-tailored cards that
use email exchange data and email engagement; time-based cards, such as opportunity
closing or not been modified for some time; and productivity-type cards based on
specific activity content, such as emails and appointments. These can be configured
via the Options icon on a card itself or within the personal options of a user under the
General tab. Select “Manage personal relationship assistant settings” to configure, as
shown in Figure 1-26.
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Set the default country/region code

Enable country/region code prefixing Country/Region Code Prefix

Configure Relationship Assistant

Manage personal relationship assistant settings

Figure 1-26. Managing Relationship Assistant settings

Taking full advantage of activities and using them within Outlook and Dynamics 365
CE also allows the Relationship Assistant feature to give a more-tailored experience to
users. It gives them next-best-action recommendations on specific records with the aim
to remind them and allow them to be more productive.

Activities are also used within out-of-the-box features, such as closing opportunities
and cases (e.g., an “Opportunity Closing” record). These activities are created when a
user attempts to close a record, such as an Opportunity. If activities are still in an “open”
state, the closure activity won’t be able to be applied. If an activity is in an open state,
it normally means it is scheduled for the future or has not been completed; hence, the
system assumes there is still some action to do. This would normally generate a warning
to notify the user that the record cannot be closed until all activities are completed. The
Case entity has a similar feature and also has notable functionality related to its “Total
Time” field. Upon case resolution, the “Duration” field is rolled up on all associated
activities (as this comes from the Activity Pointer), displaying this within the “Total
Time” field, as seen in Figure 1-27, then copying it to the “Billable Time” field—but
leaving this editable. This field is also especially important for entitlements, where they
are configured to decrement on minutes.
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x
I Resolve Case {
Resolution Type * Problem Solved
Resolution * ]
Total Time & 1 hour )
| Billable Time * 1 hour
|
Remarks

Figure 1-27. Case Resolution form with the rollup of associated activities from
their “Duration” field

There is no setup to utilize activities within Dynamics 365, except that, like accounts
and contacts, they need to have awareness of the users, training for how they will be used
within the system, and knowledge of their effects and uses on related functionality.

The Timeline

The timeline was introduced in the latest version, at time of writing, of Dynamics 365
(9.0) and displays a combination of all activities and notes within a single view. It
replaces the old Activities tab, where activities, posts, and notes were all in separate tabs
that a user had to select to view. The timeline feature allows a user to perform filtering
and sorting to find anything specific they are looking for within that single view. It also
provides notifications, such as new activities or activities that are overdue, straight away
to users as they load the form.
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The timeline can be found on standard records at the center of the screen,
highlighted in Figure 1-28. It forms a central space for activities to be used and
communication to be easily visible to give a clear view of what the latest information is
regarding this record.

S & foute + Mew 4 Cwste OidCane [ RecheCae  [1 ConcriCoe B AddioOuewe A Assgn B Do Not Decrement fn.

case oy d i oo .
° Broken Printer
Normal 06/05/2018 19:11:0 in Progress © A Sarah Critchley
=S < et e o e B
PRES [ re— A Reled
GENERAL INFORMATION TIMELINE RELATED
o Timeking +
3 RECENT CASES it
° Sarah Critchley Eraer & e, [ ] 1]
M oncaT s W | Suns 2
Wit yous missed) (Cck o Fits * ”
= swsherchiey@hotmsdcom > At
Mewpori (1) Mewactvites (2 Hew rotes (1)
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ENTITLEMENTS 0 Rwwsn
PN ree———
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Figure 1-28. Timeline form component displays activities, posts, and notes in a
single view
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The timeline has the capability to track the new activities the user has not seen and
flag them to the user when they load a record, as seen in Figure 1-29.

TIMELINE

Timeline +

Enter a note... D

What you missed (Click To Filter) X

New posts (1) New activities (2) New notes (1)

Note modified by Sarah Critchley - Just now

Customer wanted to know about the Printer Ink

Delete ¢ Edit note

e Task from Sarah Critchley - Just now

Investigate the broken printer
Customers saying the printer is broken. Ink is fine and so is loading bay

rQ_. Assign @ Delete

Phone Call from Sarah Critchley - Just now
4

Callad tha Fuietamar hark aftar invactinatinn

Figure 1-29. Timeline form component displaying items missed

As the timeline can potentially have a lot of information within a small area of the
form, there are a lot of configuration options to ensure this is set up to get the best out of
the functionality of each record type. This is especially important to allow activities to be
used easily.

Task: Add the Timeline Control on a Form. The following steps will need system
administrator privileges. Navigate to System Settings » Customizations » Solutions.
Open the Solution and open or add in the entity you wish to customize. Double-click the
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“Timeline” section to open the properties, as you'll see in the screenshot. Ensuring the
Unified Interface Properties tab is selected, there are two options: General and Activities
(Figure 1-30). Within the “General” area you can customize the following:

e The name of tab

« Displaying specific modules (activities, notes, and posts) or
combinations of the three

« Create a note or post in a “quick” way at the top of the timeline
o Display the Filter pane or expand it by default

o Sort the Filter pane in ascending or descending order (the field it’s
sorted on is configured in the Activities tab)

Activities Tab Properties

Modify the properties for the Activities tab.

Unified Interface Properties {New]l Web Client Properties Formatting

| Generar " Activities |

Name
Enter a unique name

Name * Timeline

Filter by

Show these modules Show all
Activities

Notes

Posts

Figure 1-30. Configuring a timeline form component
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In the Activities tab, you can customize the following:

o Display all activities within the system or select specific activities to
display. (Note: as is standard, this means display only not necessarily
create. The Unified Interface currently only provides the functionality
to create phone calls, tasks, appointments, and emails; however, it is
expected to be added to in later versions)

o Sortfield to sort the timeline. Note that these are only fields on the
Activity Pointer record, not specific record types (so you cannot filter
on “Call To’; for example, but you can filter on “Sort Date” because
this is an Activity Pointer field).

o How the fields are displayed on the form, including creating activities
using quick create or main forms.

One special point to make is the sorting of the timeline. Dynamics 365 CE provides a
field called “Sort Date” on the Activity Pointer entity. This field is blank by default until it
is populated by custom business logic, for example a workflow, and can be used to sort
on the timeline in ascending or descending order. The feature of this field is that it can be
populated based on the information specifically related to the requirement or business.
A phone call sort order can be one date, but an email one another. But that date would
be held within the same field name, providing a user the ability to see those activities
sorted within the timeline and sorted in a single space, despite their being different
record types.

Filtering is achieved by selecting the action menu button within the timeline and
selecting “Open Filter Pane.” This opens the Filter options, which allow you to sort by
record type, status, and the date. Especially useful is the ability to see the number of
activities as an aggregate and see immediately the activities in an open state, as this
would also indicate they have a pending action, as seen in Figure 1-31.
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TIMELINE
Timeline

Enter a note... )

Filter by (Click To Filter) X
By record type

Al = = 8
5 1Notes 1Posts 3 Activities

Activity status

Active A... Closed A...

By activity type By date

All v All v

Figure 1-31. Timeline filter

Summary

This chapter has covered the core introduction of Dynamics 365 CE with accounts,
contacts, activities, and timeline management. In addition to that, introduces the
Microsoft Outlook integration capabilities and options. These areas are

fundamental to understanding how to utilize some of the key features within the
platform. Accounts, contacts, and activities are used in almost every record, especially
standard out-of-the-box record types. This chapter covered getting started with the
timeline and the configuration options available so that readers can set up the timeline

as is best suited for the record types in question.
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Chapter Tasks

At the end of every chapter, there will be a section that gives up to ten suggested

tasks for you to complete within Dynamics 365 CE. These tasks will be based

around the topics covered within the chapter and are aimed at expanding practical

knowledge and application prowess regarding those topics that goes beyond reading

about them.

Review the account and contact relationship by creating new records
and associating contacts with the account.

Create a hierarchy of a parent account with child account records and
view them within the hierarchy.

Create an activity within a Contact record of type Email, Phone Call,
Appointment, and Task and check the account for the rollup feature.

Check the activity rollup feature from a child account to a parent
account.

Set up the Dynamics 365 App for Outlook by following the
walkthrough within this chapter.

Create activities that are due soon so that they appear within the
Relationship Assistant. See them within the Relationship Assistant
and become familiar with the cards.

Close an Opportunity record (by clicking “Close as Won”) and see the
activity within the timeline called Opportunity Close.

Review the timeline and perform filters and sorting.

Further Reading

Dynamics 365 CE Outlook Integration Versioning and Information (Microsoft, 2018)
URL: https://docs.microsoft.com/en-us/dynamics365/customer-engagement/
outlook-app/v8/deploy-dynamics-365-app-for-outlook
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Dynamics 365 CE Outlook Integration Frequency Information (Microsoft, 2018)
URL: https://docs.microsoft.com/en-us/dynamics365/customer-engagement/
admin/server-side-synchronization#server-side-synchronization-frequency

Dynamics 365 CE Outlook Supported Apps (Microsoft, 2018) URL: https://docs.
microsoft.com/en-us/dynamics365/customer-engagement/outlook-app/v8/deploy-
dynamics-365-app-for-outlook#supported-operating-systems-for-outlook-on-
the-desktop
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CHAPTER 2

Customer Service

Dynamics 365 CE includes a Customer Service app that includes a range of functionality
designed to give you the core capability to deliver an omni-channel customer-service
experience. Omni-channel experiences have progressed from the ability to simply
deliver multi-channel experiences, which allow organizations to deliver their messages
across more than one channel, such as social media and their website. Omni-channel
customer service allows organizations to manage when a customer switches channel,
they can retain the context of the customer’s enquiry and gives the capability to be able
to transfer that from one channel to another seamlessly.

An example of an omni-channel customer-service experience would be an
individual tweeting the organization about a defective product. This tweet automatically
creates a case within Dynamics 365 CE, as it was picked up by the keyword search and
negative sentiment rule within Microsoft Social Engagement. The customer’s details
and history are available because the social profile is synchronized with Dynamics
365 CE. The case is automatically put in the account manager’s queue, and they tweet
back, suggesting moving the conversation to private message so they can discuss more
personal information. A private link is given so as to transition easily. The account
manager organizes a phone call, as it would be easier to resolve the issue and have
a conversation. The conversation ends, and the account manager logs it against the
account. An email is then sent out to confirm the resolution. A response is received, and
the account manager closes the case.

There are many examples like this one: the ability to transition between different
channels within a single enquiry is something that is required of customer-service
departments within organizations. This chapter will explain how to set up the
functionality provided within Dynamics 365 CE that allows departments to achieve this.
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What Are Cases and How Are They Used?

At the center of any Customer Service Management System is the ability to log the details
of a customer’s incident. The record that holds this information in Dynamics 365 CE is
the Case entity. Cases can manage both support tickets and inquiry records. They are
built to be generic so they can guide a user through solving a problem. Their generic
nature is a core advantage: cases are a common place to see customizations within the
system, tailoring them for a specific organization. This allows any industry to make
minor customizations to the entity so it becomes specific to their requirements, should
they need it to be.

Cases can integrate with extensions, such as CTI integration, SLA functionality, and
entitlement contract management. The Case entity is the central record within Dynamics
365 CE that these extensions operate from, allowing self-service channels like portals
and chat bots to provide an omni-channel experience that gives customers the ability to
choose the channel best suited for them, and allowing users within the system to use a
single space to facilitate customer engagement.

Having the ability to use the context of the customer is one of the important
capabilities of the Case record type as discussed in the previous chapter. Once a
customer is associated with a case, a user can see contextual information about that
customer instantly, including contact details, entitlement details and SLAs, and all the
associated history for the customer. If a case is created from Twitter or another social
profile using Dynamics 365 Social Engagement integration, the details of the profile
would also be visible from the case record. This information is available as soon as the
record is created by users, allowing them to act instantly. Service-level agreements are
time-based expectations, and every second is important to be able to provide a timely
resolution, so having access to information about the customer when it’s needed plays a
huge part in meeting those agreements between customer and organization.

The Lifecycle and Functionality of a Case

Cases have a lifecycle that includes expectations of the user at specific places within it.
The lifecycle begins with the identification of a customer. As a customer-service agent,
the user needs to know who is making the query or who has the issue. The agent would
learn this by searching the system to find the customer, normally based first on the name
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of the company they are with and then on the name of the person, using their first and
last names on the filtered list from the identification of the account.

Identifying the customer and setting the fields with links to those records populates
the Quick View form with core information about the customer (Figure 2-1). The Quick
View form gives the user the opportunity to verify that the customer’s details are correct
using the extended information, or they can use the form for a quick reference without
having to open the full record and navigate away from the case at hand.

',co!-: for Records ,D
Customer
N A
All 13 Accounts YU Contacts
Origin — Apress
5 Cambridge
Case Type
~ Coffee Time ”
) 5 sarah.critchley@test.com
Entitlement
~ CRM CAT Lab - Sarah Critchley v
[} 42
Description = 290132710
= CRM CAT Labs
i AR S S, S VO
+ New Q? Change View

Figure 2-1. Adding an Account record within the “Customer” field

The Quick View form shows read-only information from a related record, which
is the customer on the Case form, as seen in Figure 2-2. It allows the user to check
information without having to navigate away from the case. Modifying Quick View forms
is covered in the second section of this book.

The “Customer” field can include an Account record or a Contact field. It is a
special type of field that allows for a dual lookup of these two types of records. As
there is already a “Contact” field on the Case record (within the Details tab), and
other functionality uses this as an “Account” field, it is normally best practice to use
this for the Account record.
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Phone to Case Process

Active for 3 minutes : Identify (3 Min)

Summary Details Case Relationships SLA Related

GENERAL INFORMATION TIMELINE
Account Timeline
e CRM CAT Labs Enter a note...
CRM CAT Labs

TODAY
sarah@crmcat.onmicrosoft.com

Autc
072371203121 (5

Case

©L

P First response in 8h 56m 7s
Figure 2-2. The Quick View form of the customer on the Case record

Upon case creation, setting the source of the case is important so as to distinguish
any specific entitlement channel. (Entitlement’s are covered in more depth later in this
chapter). Products have a similar impact where they can be related to entitlements,
so including them at case creation allows for the “Entitlement” field to be filtered by
contact, origin, and product (the next chapter covers products and the product catalog
in greater depth). Having these field values populated where relevant allows for the
“Entitlement” field to filter on more data, reducing the number of matching records, thus
helping the user make a quicker decision to associate the correct entitlement to the case.

Saving the record at this point associates these contractual details with the customer
and triggers any SLAs associated with the entitlement contract, or organisation as seen
in Figure 2-3. The user does not need to know the details about the entitlement, because
they are focusing on information related to the issue the customer is experiencing.
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Figure 2-3. A service-level agreement activating on the case, counting down

Sub-grids become available after the creation of a record; in these, a user can see
the existing case for the Account record selected. Related-case visibility is especially
important for a number of reasons, the most obvious of which is to see a case history,
but there is more to it than just that. A user will also be able to use this information to see
if there are any other cases open that are the same or similar and identify patterns that
could indicate a different issue than the ones being reported.

If these scenarios occur, such as a duplicate case being created, there are some
remedial actions the user can perform that are native functionality to Dynamics 365 CE.
This includes merging the cases (the one the user just made and the duplicate). If they are
not the same and instead linked, the user can create a parent/child relationship, linking
the two (Figure 2-4).

Cases el ated

Case Associated View Search for record el
| caseTitie + 1 suiis

v #DigitalTransformation | VIDED: How @LifeWorksAustin is chang .. Active CAS-01164-C3B401 4162018 8:06 PM

~  Second Case Active CAS-01643-F2ZHOVT 5/10/2016 9:06 PM

Figure 2-4. Selecting cases to merge them using the Merge button in the command bar
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To merge two cases, select the two that need to be merged within the Case
Associated view so they are highlighted, as seen in Figure 2-4. Click “Merge” in the
command bar. This cannot be done within the small sub-grid on the form, but can
still be achieved while on the record by selecting the Related tab and then “Cases.”
Alternatively, this can be completed on the main Case view as seen in Figure 2-5.

B ShowChant & AsoosieChidCases 4 MeopeCaes W Deiete [ 7 it A Amgn B AdtoOuese © [mslalik |~ £ Open Dashboards

e My Active Cases ™ wrchvica »

o | CaseTitle

~  Incoerect product indcemation seles High Emal Litware In Progaess 2TVINT 250

W e detective on defivery High Twitter: Fabeikarm. Ine. In Progeess 13042018 2215

Figure 2-5. Selecting cases to merge using the main My Active Cases view

You can see the cases that have been merged into the current record by navigating
to the Case Relationships tab on a Case record and reviewing the Merged Cases sub-
grid. When a case is merged, it is not deleted; the status is simply changed, as shown in
Figure 2-6, and some of the data from the merged record is then transferred to the main
record.

When merging cases, Dynamics 365 CE displays a notification to choose the main
case that the other case(s) will be merged into.
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Figure 2-6. Reviewing merged cases using the merged cases sub-grid

From parent cases, users can create a new case directly from the current case. This
would make the current case the parent and the new case the child. This is achieved by
clicking the Create Child Case button on the Case record (Figure 2-7).

Dynamics 365 Customer Service Hub

I Save&Route + New 4, CreateChildCase [ Resolve Casq

CASE
Interested in Dynamics 365 CE

- ®

Figure 2-7. Create a Child Case button on the Case record

If the child case is already created, you can navigate to the Case Relationships tab, go
to the “Child Cases” section, click the action (“..”) button, and select “Add Existing Case,’
choosing from the grid view (Figure 2-8). Adding a child case adds some restrictions on
the case resolution of the parent case while the child case record remains open, which
are highlighted in the next section.
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Figure 2-8. “Add Existing Case” to the Case record

Resolving Cases

When using the parent and child case relationship functionality, as described in the
previous section, there are some key considerations in relation to Case Resolution.

If a user attempts to resolve the parent case while any number of child cases are still
open, there are three separate behaviors that Dynamics 365 CE can be configured for.
If they are not configured and are left as “default,” then the parent and child cases can
be resolved without any conflict, and so if a parent is closed before a child, it is deemed
as acceptable within the business operation. If not, these can be modified within the
Classic UL Navigate to Settings » Service Management. There is a configuration area
that allows users to configure two additional behavior settings.

You can configure the system so that if a parent is closed, it will automatically resolve
all linked child cases (Figure 2-9). The second option is to prevent the closure of the
parent if there are still active child cases. There is no right or wrong configuration in this
instance, and both options are viable ones for organizations. Discuss the definition of
what the organization would classify as a child case in the context of the services they
provide and which behavior is acceptable. As a parent and child relationship naturally
infers a dependency, a popular option is to apply the preventative functionality.
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Figure 2-9. Parent and child settings within the Classic Client under “Settings”

Select “Parent and Child case settings,” which opens a new screen. Select the
attributes to move over to the child case and specify the closure preference from this
screen in the available options, as seen in Figure 2-10.

Case Settings

Select the case attribute that will inherit from parent case to child case.
Attribute Selected
Customer

You can select a cascade closure preference for parent and child cases.

Specify closure preference

Close all child cases when parent case is close

oK Close Help

Figure 2-10. Case settings for configuring parent/child case-resolution settings

There is also functionality when defining the parent/child relationship in order for
the child to inherit specific values from the parent record. This inheriting behavior is
very similar to relationship mapping, discussed in the second section of the book. Where
if a user creates a child record while on the record of its parent, the 1:N mapping allows
certain fields to be auto-populated. However, this is normally only available for making
new records; the case here is special. It allows a user to map attributes from the parent
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to the child not just for new cases made in the context of the parent record, but also even
where existing ones are linked. The act of the association triggers the update without
your having to create workflows to do a similar job.

Upon closing a case by selecting “Resolve Case” on the Case record, a warning
appears if the user attempts to close a case with active or open activities, as seen in
Figure 2-11. The system notifies the user with a warning. Dynamics 365 CE expects
there to be some resolution to these activities before the whole case is resolved. It is
not best practice to leave activities open, which will then remain in “Open” lists and
dashboards; it often means these will be orphaned and never updated. For this reason,
it's recommended to ensure all activities are closed before resolving a case.

Resolve Case x

There are open activities associated with this case. The open activities will be canceled if
you resolve this case. Do you want to resolve the case?

Confirm Cancel

Figure 2-11. Notification warning the user of open activities before resolving a case

Core Case Relationships

There are a number of key relationships within a Case record that are important to
be aware of. Some are only populated under certain conditions, and some have to be
manually populated.

On the main Case form, the “Customer” lookup field normally refers to the account.
It was discussed earlier in the chapter that you should use this as an account rather than
a contact lookup, despite the option being there for both. There are also standard sub-
grids on the form, such as Related Cases, which are linked to the account and not to a
contact. There is also an Entitlements sub-grid displaying associated entitlements linked
to the account.
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A Knowledge Article sub-grid is available on the Case form. This is slightly different
in how it operates compared with Related Cases and Entitlements. As opposed to being
alink between other records and the case, it operates as a search tool to find articles that
can assist the user in the resolution of the case, as seen in Figure 2-12.
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Figure 2-12. The Related sub-grid on the Case form

On a Case form, the Details tab includes more relationships. The “Contact” field,
for example, will be filtered based on the account selected within the “Customer” field.
This doesn’t need to be populated; however, as cases are opened by being reported by
an individual, it is normally the best practice to do so. In addition to this, Contact records
have a direct relationship to the entitlements available, and by selecting this users can
filter down to which entitlements are applicable in that instance.

Service-level agreements are a key relationship for cases. They can be found under
the SLA tab within the Case form, as seen in Figure 2-13. This will be reviewed with
entitlements and SLAs later in this chapter. The SLA tab links the SLAs that have met
the activation condition(s) on the case. The most popular and standard SLA types are
“First Response By” and “Resolve By.” These are normally referred to as key performance
indicators (KPI) and provide deadlines for when a user must send the first response on
case creation and when a case must be resolved by.
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Figure 2-13. Highlighting key areas on the Case form Details tab, including
Contact, SLAs, and Social Details

Lastly, there is the “Social Details” section. This section’s fields are only ever
completed by the system in the case where there is Microsoft Social Engagement
integration set up and a case has been created from the automatic case-creation rules
within Dynamics 365, the setup of which will be covered in a later chapter. These fields
are read-only and cannot be modified or manually entered, even to correct wrong
information.

Phone Support, CTI Integration, and Skype
for Business

Functionality in Dynamics 365 CE that automatically detects who is calling is a common
requirement in call center operations. This functionality can save a large amount of time
as itreduces the time a user is searching for a record while the customer is waiting on the
phone. In addition to that, it also helps customer service because it reduces overall call
time and improves efficiency. Automatically detecting the contact from a phone call is
often referred to as CTI integration—computer telephony integration.
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CTI normally handles inbound and outbound calling to an organization, identifying
the contact from the Dynamics 365 system. When the record is located, this is displayed
to the user so they can begin the service call without ever needing to search. The
reduction of searching is especially important as cases within Dynamics 365 can be
directly linked with little or no effort. CTI is also relevant for outbound calls, where
the connector provides a user interface that allows an agent to dial directly from the
Contact record and gives them the ability to make a phone call without ever having to
lift the phone. Dynamics 365 CE does not perform this feature as standard, and many
connectors interface with Dynamics 365 CE and various phone systems.

There is also sometimes a requirement for IVR (interactive voice response) systems
to be linked to the CTI functionality. IVR systems provide customers who dial a phone
number a confirmation message stating who they have called and often then gives
callers the opportunity to route themselves to the correct department based on their
query. IVR functionality is most beneficial when it hands off to a CTT and completes
the process as just described. This can often then be routed to queues and teams
automatically.

Despite the requirements for CTI, Skype for Business is becoming a popular tool for
business-to-business relationships. Dynamics 365 version 9.0 provides the capability
for seamless Skype for Business integration, giving users the ability for increased
productivity without any setup or cost associated with it, provided the correct Office 365
version is in use. This was available in previous versions; however, now users can see
the status straight from the record that the user is displayed in; i.e., mainly “owner”-type
fields. Hovering over the ‘Owner’ field for example, brings up their IM and call details so
they can single-click IM or Call directly from Dynamics 365, opening Skype for Business
from within the context of that user (Figure 2-14).

Even if an organization is not using any IVR or CTI, by navigating to the Case view,

a user can click the Phone Support button instead of New, which automatically creates
anew case and opens a blank Phone Call activity. While this seems a minor step
compared to the functionality just described, it is great practice to allow users to utilize
the activity communication that Dynamics 365 CE provides.
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Figure 2-14. Hovering over the “User” field displays the IM detail from Skype for
Business

Clicking the IM opens Skype for Business, allowing a call to be created and
connected without having to dial a number, as seen in Figure 2-15.

&Y Open Skype for Business 20167

[0 Always open these types of links in the associated app

Open Skype for Business 2016 Cancel

Figure 2-15. Clicking the IM allows for Skype for Business to be directly opened
Jfrom Dynamics 365 CE

Unified Service Desk

The Unified Service Desk (USD) is a client application installed on users’ machines,
normally in a call-center environment or where there is a large number of users. It

is designed to offer a single unified interface for users to be able to access contact
information quickly, often integrating with CTI solutions; it provides script capability for
users to follow scripts dynamically with customers based on the user’s need. The USD
can be configured so that data from within the full Dynamics 365 CE environment can
be aggregated and visible as a high-level overview for the contact desktop application.

It is designed to reduce load time of records and is specifically configurable to ensure
organizations get the most out of and focus specifically on the customer experience.
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USD utilizes the UII, Unified Interface Integration, which is a modular framework
that allows these customizations to take place, often with limited code, and provides
a faster to-business scenario. It ships with adapters and has the ability to connect
with other applications and host the CTI framework. USD is on its own release cycle
compared to the main Dynamics 365 CE main application. It links in with modern,
omni-channel forms of communication and does an excellent job of holding context
between them, such as starting from a web chat and moving easily into a phone call.
Context transfer is engineered to allow call-center agents to access the right data for the
right call, handle multiple sessions, retain that context, and reduce the work required
before and after a call, often handled with CTI and transcribing of calls.

This book does not cover functionality concerning Unified Service Desk; it is
highlighted here as an available option for customer-service and specifically high-
volume call-center scenarios. There is a great deal of information available from
Microsoft and the Dynamics 365 community on getting started with USD, which can be
found within the “Further Reading” section at the end of this chapter.

Queues and Routing

Dynamics 365 CE has long had queues as an integral part of service-management
functionality. Queues allow any record type, configured for queues, to be placed within
a queue of items to be acted on by a user. There are some record types configured for
queues as standard, such as Cases. Custom entities can be enabled for queues within the
entity definition, described in the second section of this book. Any record type enabled
for queues has the Add to Queue command bar button available. This can be operated
manually or can be used within a workflow. Adding the item to a queue creates a queue
item, which logs which queue it is in, who is working on it, and the time at which it
entered the queue.

Users can navigate to queues by selecting them from the Customer Service Hub
app. Once selected, “All queues you're a member of” will be the default queue selected.
This view is a combination of all the items within all available queues you as a user
are a member of. Users can filter and change that by selecting a different view. Queues
have different views; for example, this include “Items available to work on” and “Items
working on” within the same queue. Users can change the queue and have the same set
of views available with which to change and filter the records, just like within other areas
of the system.
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Figure 2-16. Selecting queues from the Customer Service Hub sitemap

Select the Queue button within the sitemap in the Customer Service Hub app, as
shown in Figure 2-16. Select the different queues using the dropdown list that looks like
an option set, and select the views by clicking the view name, as seen in Figure 2-17.
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Figure 2-17. Selecting the queue, view, route, pick, and release from the command
bar

The benefit of queues is that a user would be able to be part of a queue that is
normally available to other users and can pick items from that shared list of “to do”
items. The action of “picking” logs who is working on that item, having picked it.
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Queues are especially important for customer-service scenarios. An item may not be
completed within a single queue from start to finish. Instead, it could be routed from one
queue to another either manually or automatically based on the data contained in the
item. Queues are often used in escalation scenarios and when support teams escalate
between the different support levels. Queues are designed to be able to move between
teams seamlessly, using routing rules where possible.

Queues are created automatically for users and teams when the user or team
record is created. They can also be created on their own and set as public or private
depending on if an organization wishes to keep those queues open or only for a specific
set of users. Queues created automatically are shown with ‘<’ and ‘>’ characters.

You can manually add to a queue by selecting “Add to Queue,” as shown in Figure 2-18.
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Figure 2-18. Selecting “Add to Queue” from within a Case record

Then, select from the available queues, as seen in Figure 2-19.

Add to Queue

Select the queue that you want to add the selected record
to.

Queue '_ook for Queue 2

Type to search

Figure 2-19. The notification after selecting “Add to Queue”; a user must select the
queue to add the record to
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To add arecord to a queue (and create the link to a queue from the record—the
queue item), select “Add to Queue” from the Case record (or other entity record activated
for queues).

Select the queue from the lookup. Select “Change View” if required and select a
different view where a user will be able to see, as shown in Figure 2-20.

Add to Queue

Select the queue that you want to add the selected record
to.

Queue

Figure 2-20. Click “Change View” if no queues appear when the lookup button is
selected

Now, select the queue for the item to be added, as seen in Figure 2-21.

Add to Queue

Select the queue that you want to add the selected record

2 <Sarah Critchley> X

Figure 2-21. A queue selected
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In a queue, you can select the Pick button. This function allows you to notify the
queue that you are working on the item; this will populate the “Worked By” field within
the queue item with your user record.

The Unified Interface, at time of writing, does not display the queue item’s detail;
instead, this can be visible from the Classic UL Navigate to a record in a queue (e.g., a
case) and click “Queue Item Details,” which will open a new window (Figure 2-22). Here,
the queue item’s detail is visible. The Queue Item record displays which record the item
is related to as well as the field “Worked By,” which is populated automatically when a
user selects “Pick.” A significant amount of reporting can be achieved from this queue
item detail, such as workload of teams, backlogs, or items not being worked on.
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Figure 2-22. In the Classic U, select “Queue Item Details” to open further
information about the Queue record

Further detail is available on the queue item, such as when the item entered the queue
and when it was last modified; this is also useful information for reporting, seen in Figure 2-23.
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The Queue itself can be viewed in the Classic Ul from the Settings area. This displays
all the current queue items within that queue and who is working on them under the
“Worked By” column (Figure 2-24).
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Figure 2-24. Queue Item sub-grid within a Queue record displaying all the queue
items within it

The queue item views don’t display the “Working On” attribute, nor other important
critical information that may be useful for reporting. They can be modified though,
despite being managed. For step by step walkthroughs of customising, please see the
second section of this book before attempting to make the following customisations.
Navigate to a solution and add the Queue Item entity, then proceed to modify the view
that you need this column to be added to, as seen in Figure 2-25. In Part II of the book,
we will cover how exactly to make such changes. Making these changes means that the
Unified Interface can be used to see the information without relying on the Classic UI
and switching between the two.
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Figure 2-25. Modifying the view of the queues to add further information in
the UCI

Creating and Configuring Queues

The configuration and creation of queues must be completed using the Classic UI,
at time of writing (Figure 2-26); however, this service-management configuration is
expected to be possible within the Customer Service Hub app coming in the October
2018 release of Dynamics 365 CE.

Task: Create a new queue.

Navigate to Settings » Queues.
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Mavigate to other applications
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Create or delate case routing rules. Change existing rule information, such as conditions, order, and actions.
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Figure 2-26. Select “Queues” from the Classic Ul to begin creating a new queue or
modify existing ones
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Click “New” to create a new blank queue (Figure 2-27). This opens a new empty
Queue record.
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Figure 2-27. Click the New button to create a new queue

There are several configuration options available, as displayed in Figure 2-28. Let’s
review those options and what they mean.

¢ Name: The name of the queue

o Type: Queues can be public or private. Public queues can be visible
to all users. Private queues need to be added via the Customer
Service Manager, System Customizer, or System Administrator roles,
and members must be added to them to be able to see the queue and
the queue items.

o Incoming Mail: The email address normally associated with a
shared mailbox that is managed by a number of users (e.g., a support
queue). This would allow an Email activity to be created and sent to
the queue when sending items to that email address.

o Description: Basic text as to what the queue is used for within the
organization

Queues can also be configured to retrieve incoming email and convert those emails
to Email activities. Queues are set up with an email address that a customer can email,
and, based on the email settings within the queue, converts those received emails into
Email activities and adds them to the queue.
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Figure 2-28. Configurable queue options

Routing Rules
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QUEUE ITEMS

Title Entered On

Members

The “Record Creation and Update Rules” section allows for records to be
automatically created and routed to specific queues. Record creation and update rules
can be configured to automatically route to a queue after completing their creation/
update logic. These will be discussed later in the chapter.

Routing rules can be configured to allow cases to be routed automatically and
dynamically based on the data within the record. Records that are created automatically
get the rules applied to them automatically. They can also be manually applied to

cases by selecting the Save and Route button. This functionality is also critical for those
scenarios where items are passing between teams and queues.

63



CHAPTER2  CUSTOMER SERVICE

Routing rules are made up of rule items that are then applied per line to the record.
Rules can be configured in the same way as workflows, where a user can configure AND,
OR, and IF conditions to then route the item to the designated queue. It is important to
remember a routing rule itself does not get configured to the queue; it’s the individual
items that are configured.

The order of the rule items is critical to the business logic being applied. Once arule
is activated and the rule is running, the rule will run through the items in order, and
when a condition is met, no other rules execute. So, if there are conditions within the
list that are important and should supersede any others, it’s important they are near
the top. An example of this scenario is if, within a rule, there is a routing rule item line
that is related to whether the case is escalated. This type of information could mean
an escalated case is routed to a different queue than it would if it were not escalated,
so it would be important to place this rule item above other routing rule item lines.

It is also important that the user who owns the routing rule set has the privileges to
run workflows. Workflows are utilized behind the scenes and mimic the same rules
configured in the rule set.

Task: Create a new routing rule.

To create a new routing rule, navigate to Classic Client » Settings » Routing Rule
Sets, as seen in Figure 2-29.

&2 Dynamics

Service Management

Set up custemer service for your erganization.

Case Settings with Record Creation and Update Rules

Queues }_, | Parent and Child case settings

Fogd  CTEMENG ManiGE nicR Culiats, NG MERIGE R MEMDNNIND of prvite quevts. ERDIIN CrREr R BAGMALC NGNS CEIN NG Lpdutes gy DRI INTOIRATEN 10 B RANNG MO B 4NN e 0 ¢h 2

7 Autematic Record Creation and Update Rules
L-;'?'y Create srd sranage rutes RO BULStc recond Creation and

save

Service Terms

o) Service Level Agreements —N  Entitlements

Figure 2-29. Select “Routing Rule Sets” from the Classic UI
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Create a new rule item by entering text in the “Name” field, then save the record.
Click the plus icon within the sub-grid, as seen in Figure 2-30, to begin creating rule
items. Examples of rule items can be where subjects are specific or can indicate the
products they are relevant for.

ROUTING RULE SET

65 CE

Dynamics 365 CE =

4 General

“ .o

Figure 2-30. Create a new Routing Rule Set record and select the “+” icon on the
Rule Item sub-grid to create a new item

Configuring a Rule Item

Selecting the plus icon from the sub-grid within a Routing Rule Set record, seen in
Figure 2-30, a new window will open, which is an empty rule item (Figure 2-31). Enter
aname and a description. Within the “Rule Criteria” section, define a simple rule item
line by selecting a case as the entity type and the ‘Subject’ as the field. This must equal a
specific subject, such as the default subject, for example purposes.
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Figure 2-31. Create a new rule item and rule criteria

Save the rule item and activate the rule set, by selecting ‘Activate’ on the command
bar, as seen in Figure 2-32.

4 New|  ACTIVATE | ) DELETE S8 ASSIGN e EMAILAUNK @) WORD TEMPLATES ~  [¥) RUN REPORT ~

ROUTING RULE SET
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Figure 2-32. Activating a routing rule set
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Once selected, a warning will appear that only one rule set can be activated at any
one time, which can be seen in Figure 2-33. This is why it is really important to include
all relevant items within the same rule set as individual rule items.

Confirm Routing Rule Set Activation

tivate this routing rule
want to continue?

Figure 2-33. Select “Activate” to begin using the routing rule set

Click the Activate button on the warning message to deactivate any currently active
rule sets and activate the one just created.

From now on, any cases automatically created within Dynamics 365 CE will have this
routing rule set applied to them. For cases created manually, you have the option to save
the case and click “Route” or to click “Save and Route,” as seen in Figure 2-34.

Dynamics 365 v Service ~ Cases » #DigitalTra

E,'. SAVE & ROUTE | == NEW 4, CREATE CHILD CASE [,_:', RESOLVE CASE r;; CAr

CASE ~

Figure 2-34. Selecting “Save and Route” on a Case record

When using the ‘Save and Route’ button, you will need to select “Route” on the
notification to confirm the routing rule set to be applied when a case is manually routed
(Figure 2-35).
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Figure 2-35. Confirming the routing on a case

There are some caveats to using routing rules. Routing rules are only available for
cases, and other record types cannot be activated to use them. Only one routing rule
set can be applied per organization, further adding to why the rules need to be applied
within a single routing set.

Using Queues and Routing Rules to Manage Workloads

Queues and routing sets can be used to manage cases effectively and efficiently as
they are owned and actioned by different members of the team. They can be used in
conjunction with one another, as a case is originally routed once created, managed by a
team member, and then needs to be handed over to another team member. Users need
to click “Save and Route” for the routing rules to activate, and based on the data and the
updates performed by the team member, the record would get routed to the next member
of the team in a different queue without their needing to know the specific rules or teams
they need to go to. This can then continue until the case is resolved, cutting down wait
time resulting from members’ having to use dashboards or rely on automatic emails.
Now that you know what queues are and how to create new queues and routing
rules, use this chapter to review the following items:

» Review your queues created automatically from users and
teams—are they being used?

e Are any new queues required? Do you have any escalation processes?
o Have you trained your users how to use queues?

e Do yourequire any specific routing rules and conditions to be
included to make use of escalation functionality?
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Figures 2-36 and 2-37 display a suggested process for using queues and a routing
rule set and how they can be used automatically and manually and be routed through
multiple users.

Case 1 is created ‘

manually : .

User clicks
“Save and Route”

Cases are picked

up in the queue
and updated

Case 2 iscreated
automatically

Figure 2-36. A suggested implementation of queues and a routing rule set (part 1)

Case 1 is routed

to queue 2
User selects the %

Casgs are picked Further Cases and Clicks Further User clicks “Save
up in the queue

. “Apply Routing .
? 2 »
and updated Action? Rule”on the Action? and Route

Case View Case 2 is routed
to queue 3

Cases can be Case can be
resolved resolved

Figure 2-37. A suggested implementation of queues and a routing rule set (part 2)

Knowledge Base Implementation and Feedback

As part of the core customer service functionality, the knowledge base provides the
ability for users of Dynamics 365 to create, store, and revise articles of information. That
information can be anything from details about the service the organization provides
and the products they create, to internal training and how to use the system—the list is
endless. This information is and should be readily available for consumption, feedback,
and review for customers and internal users alike.
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Within Dynamics 365 CE is an inbuilt knowledge-base creation and revision process.
The creation process is managed using a business process flow that guides a user to
create the article, mark it for approval, and then schedule it for publishing automatically,
automatically scheduling it for expiry, disappearing from active views. This allows
organizations to have a self-managing library of information, readily available for both
internal and external consumption.

Since Microsoft Portals was released (covered later in this chapter), external self-
service knowledge bases have been implemented more easily than they were previously.
For along time within Dynamics 365 CE, a user has had the ability to email an article
to a contact. This is especially useful in service scenarios when utilizing cases, as one
can find a useful article and email the contact a copy embedded within the email itself.
The self-service paradigm of customer service has since evolved into an expectation
by consumers that they can browse that knowledge more freely, at their leisure and
requirement. Self-service is an ideal that organizations strive for, and it contributes to
customers’ decision-making processes when choosing their service providers. Self-
service is so popular because it empowers customers to solve their own problems in
their own time and on their own terms, whether that is via a knowledge base FAQ or a
live chat bot available at midnight. These functions provided by service providers allow
their support agents to deal with more complicated customer issues that cannot be
solved easily via automation. Improving their efficiency and their available time and
reducing costs allows the organization to perhaps put this savings elsewhere to improve
their service.

Knowledge articles are at the core of the self-service portal available within
Dynamics 365 CE and are available as one of the standard portal templates. The template
allows articles to be visible externally, whether a user is authenticated or not. Articles can
be highlighted as being external or internal, allowing an organization to configure which
records appear on the portal for customers and which remain internal to the business.

With the recent releases of Dynamics 365 CE, it is essential to know there are
currently two different types of knowledge articles within the system. It is not known
how long they will remain visible within the platform before they are removed. Articles
are the legacy type of knowledge base article, with the entity name called kbarticle. The
latest, updated version with improved functionality are called knowledge articles, with
the entity name knowledgearticle. Knowledge articles are the only one in the latest UI,
which is an effective way to differentiate the two. While knowledge articles can be viewed
within the Classic UI (Figure 2-38), they are not editable, and the formatting is not
correct, as they were not designed to be viewed using the Classic UL
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Figure 2-38. Both types of articles visible within the Classic Client sitemap

Knowledge articles have more enhanced functionality (Figure 2-39). This
functionality includes a rich text editor and a familiar way to create content—one that is
not defined on templates as it was previously. HTML can be used to create more-visual
content. In addition to that, users can preview the article on different form factors,
allowing them to see how the article will look on web, in different dimensions, and on
mobile. Customers are often using their phones to achieve their day-to-day activities and
interact with their service providers. This often replaces desktop PC’s while on the go,
especially with data connectivity widely available for 4G and 3G networks. This is why it
is so important for organizations to consider the mobile consumption of material. This
book will look at mobile more in depth in a later chapter.
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Figure 2-39. The Rich Text Editor, HTML, and preview capabilities of the new
knowledge article
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Knowledge Article Lifecycle

Like cases, the knowledge article lifecycle is straightforward because it is guided through
the process using a business process flow. Business process flows give the user the ability
to run through a process while being reminded of certain data to be entered at a specific
point within the lifecycle (Figure 2-40). The fields within a stage are not visible until a
user clicks on the target icon for that stage. The user can keep the stage docked in a panel
on the right-hand side of their screen by clicking the “pop out” icon to keep the fields
displayed. This can help with navigating records that utilize business process flows.

KMOWLEDGE ARTICLE Siatuit Raason
Mew Knowledge Article

@ English - United States Proposed

Author (<1 Min) Review FPublish E

ARTICLE CONTENT

Eeywords

CONTENT

i - | Fomat - | Fomt - | sz - B I US A-DB- k= 8|z % mEmE = 4w

Figure 2-40. A new knowledge article with the business process flow stage
minimized
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Figure 2-41 shows the “pop out” icon available on a business process flow stage.

KMNOWLEDGE ARTICLE Lanouast . atus Redson
o New Knowledge Article .
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ARTICLE CONTENT

CONTENT

= | Foamat = | Fant - | gbe =R T U & A-MA-BF 8 &= =5 (CE -l S

Figure 2-41. The business process flow fields visible on the stage and the “dock”
button highlighted to dock the fields

In the first stage of the business process flow for a new knowledge article, a user
is prompted to complete the keywords for the article. These keywords are the words a
different user would search for when looking for a relevant article for their needs. The
article creator is also prompted to complete the “Title’, “Subject” (using the subject
hierarchy, covered later), “Description” and “Content” fields. This first stage is about
creating the context for use before it is reviewed by another user, who would review the
draft knowledge article. Once the user, who in this case would also be the author of the
article, has completed the content, they would mark it for review by selecting “Mark for
Review.”

Subjects are used in many places within Dynamics 365 CE, including cases and
knowledge articles. Subjects are a basic hierarchy structure within Dynamics 365 CE that
can be used for reporting, categorizing, and functionality such as routing, which was
reviewed in the previous section. They are often compared to categories, another, newer
way of reporting and creating a hierarchy of categorization. A later section will address
how to create and set up a subject hierarchy and will also compare them to categories.

It is also important to be aware of the other tabs on the Knowledge Article form
(Figure 2-42). The tab called Summary is mainly read-only content in the “Basic
Settings” area, detailing the versioning and language. There is notably the “Publishing”
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area, which can be modified; however, this is completed near the end of the knowledge
article creation lifecycle within the business process flow. On the right-hand side of the
form, there is a “Related Information” section. This area also manages related items,
such as articles, versions, translations, categories, and products. Some of this is reference
information, such as versions, but other aspects assist with linking records within the

system of relevance to the article being created, such as products.
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© [ Sarah Critchiey Sarah Critchley created Dynamics 365 CE Essentials
Article
& Language * [ English - United States
&) Lke  * Reply

Figure 2-42. Knowledge article Summary tab displaying “Basic Settings” and
“Related Information” areas

The third tab, Analytics, includes three sections, as seen in Figure 2-43. First, a
section that manages the views of the article. When a user or a portal user views the
article, this is logged, and metrics can be seen in this area. The second section displays
feedback for the article, managing where a user has scored the article and left feedback,
aggregating the scores to an overall number. Lastly, where a case has utilized the article
and linked it to the case, it is visible within the “Case” area, so a knowledge-article
manager can easily see the most used articles.
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Figure 2-43. Knowledge article Analytics tab

Once the “Author” stage of the business process flow has been completed and
marked for review, the next step for the user would be to click “Add to Queue,” adding
it to a knowledge manager’s (named user’s) queue, before clicking “Next Stage” for the
“Review” stage, knowing that it is within a queue to be reviewed as part of the internal
organisational process. Knowledge articles are another record type configured for
queues as standard, so no customization is needed. This queue can be for users who
have the Knowledge Article Manager or Reviewer role, where they review the article or
use the standard Knowledge Manager dashboard, identified with the “Needs Review”
status and stream. Once the article has been reviewed, the reviewer selects “Approved”
or “Rejected” in the next stage of the business process flow, as seen in Figure 2-44. This
action updates the status of the record to “Approved” automatically. A user also can
select “Approve” from the command bar to perform the same functionality.
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Figure 2-44. Selecting “Approved” or “Rejected” within a knowledge article review

Approving moves the knowledge article to the next stage. If it hasn’t been approved,
the stage does not advance, and it is up to the user to move the article back to the
previous stage to perform necessary edits and mark it as waiting for review again by
changing the status to “Needs Review” and completing the same cycle of review.

The “Publish” stage reminds the user to set product associations if required. This
can be achieved using the Summary tab and clicking the “Products” icon in the “Related
Information” section of the sub-grid to link the related products. This is especially useful
if the article is going to be on a portal and can be filtered by product or service by the
user. Once completed, or if not required, check the box and then set the expiration date
for the article, as seen in Figure 2-45. The article will automatically expire once this date
isreached, and no user interaction is required. It’s a clear process where a user writes
content, reviews it, publishes it, and uses the standard knowledge dashboards to manage
expiring articles and update them.
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Figure 2-45. Setting the expiration of an article

Now that the business process flow is completed, the user needs to publish the
article (finishing the business process flow doesn’t automatically publish it). This can be
done by clicking “Publish” in the command bar (Figure 2-46).
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Figure 2-46. Clicking “Publish” to complete knowledge-article creation
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A panel will appear on the right-hand side of the screen, as seen in Figure 2-47,
where a user can configure any extra details, such as when to publish (which can also be
completed earlier on the Summary tab) and the expiration status; this is the status and
status reason to be set once the expiration date is reached. “Publish” is selected on the

pane once all the information is correct.

Publish x

Publishing the article might make the contents avaible
to the public depending on the permissions settings.
Confirm these sattings before publishing.

Publish © Now

Published status " Published
Expiration Date 20/05/2018 15:53
Expiration State " Expired

Expiration Status " Expired

Fublish approved
related translations Nao
with Article

Figure 2-47. Completing the final details for the article before it is published
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Once the knowledge article is published, the status changes to “Published” and the

Major Version Number will be incremented to 1 (Figure 2-48).

A0S0 150548
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Figure 2-48. Published knowledge article

Knowledge Article Statuses

There are various statuses of the knowledge article. Use Table 2-1 to become familiar
with how they are set, as some are set automatically following certain user actions.

Table 2-1. Knowledge Article Statuses

Status Status Reason  Notes
Draft Draft An article begins in this state, but the status reason “Draft” is
manually set.
Proposed An article normally begins in this state. Even restoring an article

will be in “Draft” status with a “Proposed” status reason.
Needs Review Manually set
In Review Manually set

Approved  Approved Updated to this status once “Approved” is selected on the
command bar

(continued)
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Table 2-1. (continued)

Status Status Reason  Notes
Discarded  Discarded Set when a user clicks “Send to Trash” on an article
Rejected This is not automatically set; rejecting an article takes it back to
“Draft” status, “Proposed” status reason
Scheduled  Scheduled Automatically set when scheduling a publish date for the future
Published  Published Automatically set when an article is published from the present
time

Needs Review Manually set

Updating Manually set
Expired Expired Automatically set when the “Expired On” date is past today’s date
and time
Rejected This is not automatically set; rejecting an article takes it back to

“Draft” status, “Proposed” status reason

Archived Archived Set when a user clicks “Archive”

To archive a knowledge article normally means the knowledge article is no longer
relevant or important for an organization, but the organization wishes to retain it. Click
the Archive button, shown in Figure 2-49, to change the status to “Archived.”

5 CE Essentials Article

n T Create minorversion £ Associate Category &% Translae B Archive W SendtoTrash P ReverttoDrat ) Update
e

i English - United States Published

Review Publish

Figure 2-49. Click the Archive button on the command bar to change the status to
“Archived”
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Knowledge articles can also be discarded by selecting the Send to Trash button, as
seen in Figure 2-50. This is like sending a document to the recycle bin, where it is no
longer needed and will most likely be removed from the system.

0

[l Send to Trash Y Restore & Mark Internal =

Figure 2-50. Sending an article to trash updates the status to “Discarded”

Knowledge articles that have been sent to the trash can be restored, again like a
recycle bin on a computer. This is often done if the user reviewing the knowledge article
confirms that it should be retained within the system, and that a status of “Archived”
might be more appropriate. Knowledge articles can be restored by clicking the Restore
button, as seen in Figure 2-51, when an article is in a “Discarded” state.

0

[l Send to Trash Y Restore <3 Mark Internal =

Figure 2-51. Users can restore articles previously set as “Discarded”

Subjects and Categories

Subjects are a special type of hierarchal field allowing a user to set a value that is
associated with that record. They are configured within the Classic UI, soon to be
available in the UCI Client under the Customer Service Hub app in the Service
Management module, expected in October 2018. When configuring subjects, a user can
add a new subject and child subjects, creating a topical hierarchy.
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Task: Set up subjects. To set up the subject tree, navigate to Service Management

from the “Settings” area in the Classic UI and select “Subjects” (Figure 2-52).

Dynamics 365 + Settings v  Service Management

Mavigate to other applications

SUBJETT

Which area of the subject tree would you like to manage?

Commaon Tasks Subject Tree

(53 Add a Subject

D Edit Selected Subject

X Remove Selected Subject
Default Subject

Figure 2-52. Subjects within the Classic UI

Click on “Add a Subject.” You will be asked to name the subject within the “Title”
field. Populating the “Parent Subject” field means this will be underneath that parent
subject; if left blank it will be classified as a parent itself. Click the Add button to confirm
this item is to be added to the subject hierarchy (Figure 2-53).

Add Subject X

Add a subject

Figure 2-53. Defining a new subject
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In contrast, Categories, released in the later versions of Dynamics 365 CE are a record
type linked to knowledge articles as standard. Categories can also be configured to be
linked to other entities through customization. Categories have very similar functionality
to subjects, but with an improved interface, and can be added to knowledge articles in
two ways. First, by using the Related Information sub-grid and clicking “Relate Category,’
as seen in Figure 2-54. You will then be prompted to add the category. The key difference
from subjects is that more than one category can be linked to a record, while only a
single subject can be linked.

Categories, when created, have a category number assigned by the standard auto-
numbering functionality within Dynamics 365 CE. This can be configured within the
Classic Ul in the “Administration” area.

The second way to associate a category with a knowledge article is to click “Associate
Category” on the command bar whilst in the Knowledge Article form. This is a
convenient way of doing so: once selected, you simply select the category and click Save.
You can repeat the process however many times necessary to add multiple categories.
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Figure 2-54. Relating a category to a knowledge article using the sub-grid

Task: Associate a category with an existing knowledge article.

Navigate to an article and click the “Categories” icon in the Related Information sub-
grid on the Summary tab. Click the action button (“..”) and “Relate Category,” as seen in
Figure 2-55. Select the category from the lookup record.
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Figure 2-55. Associating a category with a knowledge article using the command
bar button

One of the benefits of using categories rather than subjects is being able to link
multiple categories to a record. This allows views to be created and embedded into
dashboards using the Advanced Find feature in the Classic Client or the “Customization”
area (Figure 2-56).

Behind the scenes for knowledge articles, there is a many-to-many (N:N)
relationship with categories. There is an interlink entity behind the scenes called
KnowledgeArticleCategories, which holds the specific data that makes this relationship
reportable. This structure can be manually created in the same way for other entities,
including custom entities where users need to configure categories to link to other
records. This is achieved using customizations and can be approached using code or
workflows. This functionality will be covered in the second section of the book.

7 Microsoft | LYNaMICs 305
Save As / [£= Group AND p
2 L
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very Sz ved Res ca R Clear Downigad Fetch
i 2 Edit Properties 2L Details XML

Show View Query Debug

Look for:  Knowledge Articles v Use Saved View: [rew]

Contains Data

yals Dynamics 365 CE

Figure 2-56. Using Advanced Find to report on categories
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Feedback

Dynamics 365 CE provides users with the ability to give feedback on knowledge articles.
Feedback is also configurable for other entities (by selecting “Feedback” within the entity
configuration). Feedback gives internal and external consumers of the knowledge article
the opportunity to rate the article and provide comments. Authors and organizations
then have the chance to revise and update the article.

On the Analytics tab of a knowledge article, there is a section labeled “Feedback”
This gives users an aggregate of the normalized ratings of all associated feedback entries
(Figure 2-57). This field updates regularly but not in real time. It will not display the
updated rating aggregate straight away, despite there being associated feedback records.

KNOWLEDGE ARTICLE wa ; e
Dynarmics 365 CE Essentials Article
5 English - United States Published

2 2 2
Completed in 15 minutes Author Review Publish

Analytics

B

Views Feedback Cases

LB ki b Cases using this article

5/13/2018 4:02 PM ast updated: 5/13/2018 4:02 PM

Feedback @

Views by day and location
Gieit Articia / No data available

Mo data available.

Figure 2-57. “Feedback” section within knowledge articles

Selecting the action button (“..”) and clicking “Create Feedback” opens a new
blank Feedback record (Figure 2-58). A user then needs to complete the fields,
including the “Regarding” field. Note: The system does not auto-populate as standard
because the field is a special “regardingobjectid” field, like that of activities. At the time
of writing, this doesn’t auto-populate when created in the context of its parent record,
as activities do.

The fields “Minimum Rating,” “Maximum Rating,” and the actual “Rating” get
completed by the user. This is an important part of how the feedback aggregates,
because all users and organizations can be different in how they rate something.

Therefore, the minimum and maximum ratings can be entered by a user manually.
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Equally, it can also be auto-populated through customization by organizations
to enforce it. Regardless, the “Rating” is entered, which must be between the min
and max, and then it is normalized into a rating that can be aggregated based on

a percentage of the given min and max. The normalization formula is (Rating -

Minimum Rating) / (Maximum Rating - Minimum Rating).

Feedback Details

Regarding 2 CRM CAT Labs - Minor Versions of Articles

Figure 2-58. Creating a new Feedback record

Using the Feedback Entity on Custom Entities

Feedback can be enabled on custom entities. On the Entity Configuration screen, a user
selects “Feedback” within the entity definition, as seen in Figure 2-59. It is important

to know that once selected and saved, this option cannot be undone, as it creates fields
within the background system.

Once activated, users have access to the same functionality available within the
knowledge article. For the Classic UI, this will already be available using the associated
relationships, and the ability to create feedback is already there. For adding the custom
entity within the Unified Interface, a new sub-grid will need to be created, similar to that
available on the knowledge articles, as this is not automatically created.
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Figure 2-59. Configuring feedback on other record types

SLAs and Entitlements

Service-level agreements (SLAs) are not a new concept to the service industry. They are

CUSTOMER SERVICE

an agreement between a provider and a customer on a specific commitment in relation

to the service they receive. This commitment is normally based on time, which is how it

is represented within Dynamics 365 CE. Within Dynamics CE, SLAs are configured for a

number of standard record types, including Cases and Leads, and can be configured for

custom record types as well. SLAs give the ability to embed the timer visualization within

those record forms.

Creating SLAs is currently achieved in the Classic UI; however, it is expected that
in the October 2018 release it will be possible to create SLAs within the UI Client in the
Customer Service Hub app.

Task: Create a new SLA.

1.

Service Management » Service Level Agreements.

way as feedback.

To create a new SLA, in the Classic Client, navigate to Settings »

Click “New,” and a prompt will appear to name the SLA and select
the entity (Figure 2-60). The dropdown list is populated by all
record types enabled for SLAs, which is configured in the entity

configuration area in the relevant or default solution, in the same
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caf
X
Create SLA
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Create a new SLA record
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Ca Name First Response SLA

Entity * Case

o .

Figure 2-60. Navigating to service-level agreements within the Classic Client

The next section will walk through how to add SLA detail items and the details
related to the SLA record.

Creating a New SLA for the Case Record

SLAs are made up of core SLA information, such as the type, date it is applicable from,
and the SLA items (Figure 2-61). The SLA items manage the conditions and actions that
should take place under certain conditions. The core SLA information includes when the
SLA is applicable from, which can be any datetime field on the selected record type. For
“First Response”-type SLAs, this is often a “Created On” field. Business hours can be set
if this area of Dynamics 365 CE is being utilized. This area manages the hours agents are
available and can be set up in the same area.

The “SLA Type” field gives two options: simple and enhanced. The timer isn’t
available for simple SLAs, nor are pausing and resuming; however, Microsoft has
announced that simple SLAs will be deprecated, so for now select “Enhanced.” Keep
“Pause and Resume” set to “Allow,” which will be discussed shortly as far as how this is
managed in system settings using the different statuses.

Once the base information on the SLA is set up, save the record and click the plus
icon in the sub-grid to create an SLA detail item.
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B SAVE [ SAVE &CLOSE 4 NEW

SLA taty
Drat
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5LA Details

Name | Warn After Failure After | SLAKPI Field Created On Modified On

Figure 2-61. Creating a new SLA and configuring the base configuration
information

Each SLA detail line associated with an SLA record is what is known and seen in
the system as an SLA KPI. If the conditions are met, a new SLA KPI Instance record is
created—for example, in the context of a case—and a timer begins for that specific item.
This gives organizations the capability to manage multiple SLA indicators and monitor
them within the case, including their pass and fail metrics, helping to identify areas of
improvement within an organization.

The two KPI instances set up for a case by default are the First Response and Resolve
By KPIs, which are very common in the service industry. They can be configured without
any customizations. To expand this to different KPIs, a customizer will need to navigate
to the entity, e.g., a case, and create a new lookup field to the SLA KPI Instance entity.
The name of the lookup field will then be available in the “SLA KPI” field dropdown list
when configuring the item.

This example will continue to go through the setup of an SLA KPI called “First
Response by KP1”
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Ensure a new SLA Item has been created by selecting the plus icon on the ‘SLA
Details’ sub-grid in the SLA record. The next thing to set up for the SLA is the time when
this item is applicable. In this instance, it would be when the “Created On” field contains
data. Enter this within the “Applicable When” area as seen in Figure 2-62 and move on to
the success criteria.

. New SLA ltem

ot Respnse B o Erst Response By (9

Peplicable When

e [Jcemane Jf Geeoce

Figure 2-62. Setting up the “Applicable When” criteria for the SLA

The success criteria indicates when the KPI has been met and will stop the SLA
timer defined on the SLA KPI record linked to the base record (e.g. Case), as the status
of “Succeeded.” In this instance, it would be when the field “First Response Sent” is set to
“Yes” Add the success criteria to the ‘Success Criteria’

Determining the Success Actions and Failure Actions is the next step to completing
the item. The failure criteria specify the conditions for failure of the SLA and are
indicated by time. The “Failure after” field is a dropdown field, but a user can enter any
time frame they require, even if it’s not displayed, in hours, as seen in Figure 2-63.

SLA Item Failure

Failure after 9 hours z‘

Failure Actions
(BAddStep~ | )
® Sendemait: | Create New Message b Set Properties

S5LA Item Warning
Warn after 30 minutes %
Warning Actions

Figure 2-63. “Failure After” field can be manually entered and not just selected
from the dropdown list

Failure Actions can be set up, such as sending an email to the owner of the Case
record. This is very similar to some actions available in workflows. We will cover those in
more depth in Part II of the book.
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Warning times can indicate to the owner of the record that the time is approaching
when the SLA will be considered as failed. It is also normal to notify the owner of
the record by creating a new email or a new activity, which they would see within a
dashboard. Success Actions can also be set up, as seen in Figure 2-64, once the SLA’s
configured Success Criteria are met in the same way. Success and Failure Actions are not
necessarily required; however, they can assist in the awareness and management of the
SLA to improve the chances of their being met.

Success Criteria

Moesr | [ Grewano [ Growpor

v Case First Resnanss Sant

Success Actions

(2 Acd Step ~
Send Email
Create Record
Update Record
Assign Record :|

Change Status

[BAdd Step~> | X Delste

SLA Item Warning

Nam after 30 minutes ﬂ

Figure 2-64. Setting the Success Criteria and Actions

Setting Up Success Actions in the SLA Detail Record

Once the SLA detail item is completed, click “Save and Close,” and then activate the SLA
by clicking “Activate” on the command bar. This updates it to a read-only status. Once
the SLA is activated, the SLA can also be set as the default SLA. Across the Dynamics
365 CE instance, the SLA can be applied to all cases (or other entities) by default without
being linked to an entitlement. Only one default SLA can be set per organization. For the
purposes of the next task choose “Set As Default” on the SLA record.

Task: Test the SLA.

Navigate to a case and create a new case. With the SLA set as default, an entitlement
won’t need to be set. Once saved, the First Response KPI SLA begins and a timer
automatically starts counting down, as seen in Figure 2-65.
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Dynamics 365 + First Response SLA >
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Figure 2-65. Activating an SLA

You can also navigate to the SLA tab on the Case entity to see the SLA KPI instance
created (this is useful where if there are more than one—e.g., First Response and Resolve
By—all of which will be visible if the conditions are met). Other information such as
warning time and failure time is also visible from this view (Figure 2-67).

v Dynamics 365 Customer Service

Case: Created by Sarah Critchley for Contac
Critchley

@ Like ) Reply

F3 First response in 8h 59m 33s

Dynamics 365 Customer Service

>

Case Number CAS-01923-K6R4P4

Figure 2-66. The timer counting down based on the SLA item detail

The SLA tab gives more contextual detail about the SLAs, as seen in Figure 2-67, and
can be reviewed, especially if a timer isn’t available for all applicable SLA KPI instances.
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CASE Prigrity £ Created On
o Dynamics 365 Customer Service
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Phone to Case Process = @
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SLA Kl INSTANCES
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Figure 2-67. SLA KPI instances available to view from the SLA tab on the Case
record

SLAs are fantastic on their own when not linked to accounts or entitlements directly,
but their limitation is that only one can be applied per organization. This is a great
opportunity to define a base level of expectation for service staff. It does not, however,
give customers a personalized experience. SLAs are normally linked to entitlements,
which will be covered in the next section. Normally, the service level is agreed upon
within a contract and terms and conditions, and SLAs provide an extension for
entitlements to fulfill that as part of the contract.

Entitlements

Entitlements are an improvement upon the legacy Contract entity found in Dynamics
365 CE (Figure 2-68). Contracts have been announced as being deprecated, and
therefore entitlements are a natural progression for contract-based functionality.
Entitlements give organizations the capability to manage contractual commitments for
the accounts they hold and provide a level-of-service commitment to them.
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Figure 2-68. Navigate to Service Management and select “Entitlements”

Entitlements allow organizations to manage the start and end dates of these
commitments automatically. Users can set an entitlement to start in the future, putting them
in a “Waiting” state. A future date when the entitlement should expire will also be set, at which
point the record will become inactive automatically, no longer able to be utilized with cases.

Entitlements hold an allocation of the number of either cases or hours an account
can have within a set period of time. These terms are then logged and automatically
decremented based on either case resolution or case creation.

Organizations can further limit when the entitlements can be used by specifying the
following:

e Channels - This is linked to the origin of the case (e.g., phone, web,
etc.) and specifies a certain number of allocations per channel.

¢ Products - The entitlement is valid for
¢ Contacts - The entitlements is valid for

If an entitlement is set to restrict the creation or resolution of cases based on the terms,
it means it could prevent cases from being created or resolved when there are no more
terms left. This could be argued as being the whole point of entitlements; however, it can get
tricky when multiple agreements are linked, as entitlement terms cannot go into negative
numbers. In this scenario, using the standard case functionality of “Do not decrement

entitlement terms,” available on the “..” action button, can come in handy. This is also
useful for when something should be completed free of charge and not be decremented.
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Entitlements are simple to set up. Before beginning this next step, deactivate and
reactivate the SLA from the previous step if this was followed, so it is no longer set as the
default.

+ HEW o ACTVMATE @ DELETE 3 PROCESS =  SBASSIGN () SHARE e EMAILAUNK (3 AUN WORKFLOW  [F] START DIALOG  *=»

ENTITLEMENT e e d Dute 1
& CRM CAT Labs & 30,00 5/31/2008 Draft

Dynamics 365 CE Apress =
INFORMATION ENTITLEMENT TERMS PRODUCTS +
D
Name & Preduct 1D Prodit Type
&
@ 30
ENTITLEMENT CHANNEL +
Name - Total Teems | Remainieg Ter
& Sarah Critchley CONTACTS +

ASSISTANT NOTES

Figure 2-69. Entitlement record within Dynamics 365 CE

Creating a New Entitlement

Like SLAs, entitlements currently can only be created within the Classic UI. This is
expected to change in the October 2018 release, when they will become able to be
created from the UI Client within the Customer Service Hub app.

Task: Create an entitlement. Navigate to Settings » Entitlements in the Classic Client
and click on “New.”

1. Complete the basic details for the entitlement, such as the
” «

“Name,” “Primary Customer” (the account this should be linked
to), “Start Date,” and “End Date” fields (Figure 2-69).

2. Use the Entitlement Channel sub-grid to set the “Origin” field to “Phone”

3. Link the SLA made in the previous step by searching for it in the
lookup field. This is how SLAs are designed to work together with
entitlements. Together, they operate a contractual service-level
agreement framework, which is available to users without any
customization.
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Channel is important to note for restrictions, as some of the “Origin” options are set
as standard on the case entity, which is useful to be aware of. They are as follows:

o Phone support - The origin is set to “Phone.”

e Social Activity - The origin is set to “Twitter” when linked via Social
Engagement automatically.

e Web - Through customer service portals, this is set to “Web”
automatically.

Activate the entitlement using the Activate button on the command bar and confirm
activation, as seen in Figure 2-70.

Confirm Entitlement Activation

Are you sune you want to activate the selected 1 Entitlernent?

This will s2t the Entitlernent to the Active state.

Figure 2-70. Entitlement record within Dynamics 365 CE

Activating the Entitlement on a Case

Let’s see the entitlement in action on a Case record.

1. Within the Customer Service Hub app, create a new Case record
for the account specified within the entitlement.

2. Ensure the Origin field is set to one specified in the Channel
Filter (‘Phone’) if the example was followed, from the previous
section if this was used.

3. The new entitlement will be available within the dropdown as
shown in Figure 2-71. Select it and save the record.
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The SLA will have been activated without its being set as the default, and as seen in
Figure 2-71, the Entitlements Terms have been decremented, as has the Channel, since it
matched the channel specified within the Case record.

CASE Priority
New Case

Normal

Case Title *  Dynamics 365 CE Entitiement
&) Case Number
Subject CRM Cat Labs Core Subject
Customer * A CRM CAT Labs
Origin Phone
Product
Entitiement ‘ '_c:b: for Entitlement je.
Description § Dynamics 365 CE Apress ‘

5/13/2018 8:42 PM

& Change View

Figure 2-71. Selecting the new entitlement in a Case record

When an entitlement is linked to a case, the terms are automatically decremented,
and if the origin matches the origin specified within the Case record, that too is
decremented (Figure 2-72). Entitlement channels are a useful way of logging how often
a customer raises cases in specific ways, offering the potential for organizations to drive
them toward using self-service routes such as portals.
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Figure 2-72. Entitlement Terms and Channel are decremented

Notice that the user had to specify the entitlement manually. This can be avoided by
setting the entitlement as “Default,” as seen in Figure 2-73, much like the functionality
available within the SLA, so that the entitlement will always be the default one applied
for cases regarding this customer (account).

HH Dynamics 365 + Sales ~ Accounts » Dynamics 365 CE Ap... >

[® DEACTIVATE 5 PROCESS = [ CANCEL SBASSIGN <€) SHARE e EMAILALINK % RUN

»

ENTITLEMENT ustomer

= C o & CRM CAT Labs
Dynamics 365 CE Apress =

INFORMATION ENTITLEMENT TERMS

Dynamics 365 CE Apress Allocation lype Number of cz

Al

B CRM CAT Labs Decrease kemaining Un Case Creatior

f

Figure 2-73. Click “Set as Default” to automatically apply this entitlement for the
specified customer
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Entitlements are a useful way to manage contractual and service-level agreements
without doing any customization within the system. A small amount of configuration sets an
organization up to effectively manage terms and conditions, and also to manage customer
service departments and a core set of principles regarding the service they provide.

Social Engagement

Customer service within Dynamics 365 CE is not just about the Customer Service
Hub application, but also includes other applications within the business application
platform. One such application is Microsoft Social Engagement.

Microsoft Social Engagement allows organizations to set up search terms on
particular topics to monitor specific social channels. This could be the name of their
organization, their competitors, or certain products, to name a few examples. The
app can look at a range of different social media sites, including Twitter, Facebook,
Instagram, Linked In (in a limited way), blogs, RSS feeds, and more.

Sarah Critchley . % 2

43 pots W -55%

{05015 Micrasol Corporotin € 2018 HERE

Figure 2-74. Social Engagement dashboard

Social Engagement picks up posts that match the search terms or accounts that
are specified within the setup. It allows the user of the application to review analytics
related to those results from one of the main application dashboards (Figure 2-74).
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One important area of the Social Engagement platform is sentiment analysis and its
ability to review posts with negative, positive, and neutral sentiments. Microsoft Social
Engagement analyzes the posts in their native languages.

The various dashboards within Microsoft Social Engagement include other
important analytics, such as the following:

o Categorization of sentiments (particularly useful when linking search
topics to categories)

e Phrase cloud

o Search topic exposure visualization

o Top authors

e Sources based on where they came from; e.g., Twitter, RSS, etc.

By default, it ships with different dashboards, a few of which are seen in Figures 2-75,
2-76, and 2-77. These dashboards can be selected using the tabs at the top of the screen.
One dashboard focuses on conversation analysis, another on sentiment, and the third on
location and sources. Each provides useful metrics based on the overlay of the various
sources and categories set up.

Microsoft Social Engagement =  Analytics

All Search Topics + »
Overview atic! Sentiment

SEMTIMENT

LOCATION INSIGHTS

*

m 1% Micresolt Corpevaten © 2018 HERE

Figure 2-75. Sources dashboard within Microsoft Social Engagement
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There is a right-hand panel within the application called “Posts” available from the
dashboard screen. This can be selected so that the posts are displayed based on the
search terms and the source data for the dashboard, as seen in Figure 2-76. These posts
can be reviewed and responded to (provided a profile is set up) from this screen and can
be tagged using labels, assigned to users, and, if the sentiment isn’t correct, changed.

Microsoft Social Engagement has the potential to be a very powerful tool, allowing
organizations to reach their customers via social media, where they can spend a lot of
time in their day-to-day activities. It also allows organizations to manage their social
messaging and manage inbound social activities that reference them, especially negative
statements. This gives organizations the capability and functionality to turn negative
posts into positive ones and thus create loyal customers, within the public domain.

Microsoft Social Engagement =

SENTIMENT BY

Figure 2-76. Conversation dashboard within Microsoft Social Engagement

Adding labels and routing to users allows for easy and quick management of
potentially unhappy customers.
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Microsoft Social Engagement =  Analytics
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Figure 2-77. Opening “Posts” pane from Social Engagement

Setting Up Social Engagement: Profile

Setting up Social Engagement consists of a number of short steps, as follows:
1. Setup a profile.
2. Setup search terms.
3. Setup and configure Dynamics 365 CE Integration.

Task: Set up a Social Engagement profile. First, to be able to respond to tweets
directly from Microsoft Social Engagement, a profile needs to be linked and
authenticated with the platform.

1. Open Social Engagement and click Settings » Social Profiles
(Figure 2-78).
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2. Click “New Profile,” where various profiles can be selected,
including Facebook, Linked In, Instagram, YouTube, and Twitter

profiles.

Microsoft Social Engagement

Search Setup Analytics Private Messages Social Center

LOCATION INSIGHTS

Figure 2-78. Navigating to Settings within Social Engagement from the sitemap

The Social Profile tab enables organizations to set up their organizational profiles for
their social media accounts, as seen in Figure 2-79.

Microsoft Social Engagement = Settings
Personal Settings Global Settings User Management Connections Automation Rules
SOCIAL PROFILES £ (@DADD PROFILE (&) CHECK TOKENS

Your Social Profiles

Owned Profiles 1

Acquisition Token Status Overview

Figure 2-79. Navigate to the Social Profiles tab
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It is important that the terms and conditions are reviewed when linking profiles as
the notifications explain what the application can do with the account details should it
be authorized, as seen in Figure 2-80. Ensure the person setting this up has permission
to do so. Once authorized, ownership of the account can be specified and shared with
other users, allowing them access to it through Microsoft Social Engagement; they will
be able to respond to tweets and other posts from other types of platforms from within
the application. Private messages can be allowed from this area but will need to be
changed if required, as this is set to “Not Allowed” by default.

If an organization is planning to use the Microsoft Social Engagement app to respond
directly to messages, certain profiles contain a checkbox to prompt the user to continue
the dialog within a private message (this is part of the Twitter API, for example). If
Private Messages are set to not being allowed, this option will not be available through
the Microsoft Social Engagement application.

L -§

Authorize Microsoft Social
Engagement to use your @
account?

This application will be able to:

Microsoft Social
Engagement

» Read Tweets from your timeline.

« See who you follow, and follow new people.
= Update your profile

« Post Tweets for you.

» Access your direct messages.

Will not be able to:

« See your email address
« See your Twitter password.

Figure 2-80. Authorizing the Social Engagement app with a Twitter profile
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Setting Up Social Engagement: Searches

To see dashboards populated with data, at least one search term or profile needs to
be set up. Following that, a period of time needs to pass for the platform to collect the
records matching the search criteria.

Task: Set up searches in the Social Engagement app. Navigate to “Search Setup” from
the sitemap, as seen in Figure 2-81.

Figure 2-81. The “Search Setup” area of the sitemap

The Search Setup screen opens, as seen in Figure 2-82. On the left-hand side of
the screen there are some pre-defined categories. I'd recommend clicking “Delete”
on the categories that have absolutely no relevance to the organization. New ones
can be created by selecting the plus icon on this screen and naming the search
topic, as seen in Figure 2-83. These are logical groupings used to aggregate searches
within the dashboard, which is why it is important to make them relevant for your
organization.

105



CHAPTER 2 CUSTOMER SERVICE

ARCH SETUP SUMMARY CATEGORY DETAILS

—

Limit = All Categories
Competiors

QUOTA INFORMATION TABLE

Figure 2-82. Creating a new search topic

In the middle of the screen are the search topics.

w o

1. Create a new search category by selecting “+” on the Categories
sub-grid, as seen in Figure 2-83.

2. After a search topic has been named, click the plus icon to create
anew search rule. Note: To log posts from Facebook pages and
Instagram, profiles need to be set up in those respective areas.
The Keywords rule is the most generic rule, as it is not linked to
a specific channel and can be linked to more than one social
channel.
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Custom Sources Blocked Content

SEARCH TOPIC SETTINGS QUOTA INFORMATION

. Sarah Critchley

RULES

At

Figure 2-83. Creating a new search rule in Social Engagement

1. Select which sources the Keywords rule should search in, as seen
in Figure 2-84.
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Custom Sources Blocked Content

SEARCH TOPIC SETTINGS ADD KEYWORDS RULE

. Sarah Critchley

RULES

Figure 2-84. Setting up a Keywords rule and selecting the sources

2. Once a user selects the sources, keywords are set up. They can be
defined as follows (Figure 2-85):

e Inclusions are items the post MUST include.

e Exclusions should NOT be included within the post picked up.
These are ways of limiting the amount of posts found.

3. Once completed, click “Check,” and the quota is checked
to ensure the number of posts the application anticipates
finding is within the monthly quota limit for the organization.
Social Engagement operates on a monthly quota amount for
posts picked up using the search terms; 10,000 posts come as
standard (at time of writing), which normally isn’t enough for
most medium-size organizations. A larger post allowance will
likely need to be added to the plan.
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Custom Sources Blocked Content

SEARCH TOPIC SETTINGS ADD KEYWORDS RULE

RULES

Figure 2-85. Creating the Keyword rule by setting keywords, inclusions, and
exclusions

Setting Up Social Engagement: Connections

The next step is setting up the integration between Social Engagement and Dynamics
365 CE.

1. Navigate to the Connections tab, still in the “Settings” area of
Microsoft Social Engagement.

2. From here, click “Microsoft Dynamics 365.” Click the plus icon in
the top right-hand corner to create a new connection, as shown in
Figure 2-86.

3. Setthe connection type as “Online” (an “On-premises” option
is also available) and then enter the URL itself or click “Check
Instances” to populate a dropdown box of available Dynamics 365
CE instances within the authenticated tenant. This is shown in
Figure 2-87.
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4. Click “Continue.” It will then take a few moments to create and test
the new connection. Once completed, it will load the Dynamics
365 instance details with some admin information regarding the
language, version, and record details.

Microsoft Social Engagement =  Settings

Personal Settings Saocial Profiles Global Settings User Management Automation Rules

CONNECTIONS 165 CONNECTIONS

Figure 2-86. Creating a new connection

The connection is established, but the record-creation rules are not yet completed.
The initial setup of cases are achieved, and more entities can be added here as required.

110



CHAPTER 2 CUSTOMER SERVICE

Microsoft Social Engagement =  Settin

Personal Settings 5 =3 Global Settings User Management Automation Rules

CONN ADD COMNNECTION

@CONTINUE X

Figure 2-87. Selecting the instances to connect with

Setting Up Social Engagement: Automatic Creation Rules

At this point, it is important to realize what is currently set up. Social Engagement creates
social profiles for accounts based on the posts it finds that match the search terms. It

will also create social activities linked to those social profiles as they are created. At

this point, no secondary record is created as part of this integration. This section will
establish the final part of the setup for the Dynamics 365 CE Integration to create records
such as Cases.

1. Navigate to the Automation Rules tab in the “Settings” area of the
sitemap within the Social Engagement app.

2. Click the plus icon to create a new rule. The rule can be based on
a previously set up search, or it can be based on new criteria, such

as keywords, sentiment, and more.

3. Click “Add New Action,” as shown in Figure 2-88, and select “Link
to Dynamics 365” (Figure 2-89). A new pane will appear on the
right-hand side.
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Personal Settings Sodial Profiles Global Settings User Management

AUTOMATION RULES 0 P Post Tags and Intentions

Define rules to automatically take actions on newly b Reach
found social posts.

b Location

Email notifications are sent to all administrators P Location type
when execution failures are detected for any
actions on automation rules. To enable these

g % . b Author Tags
notifications, turn on this option.

b Authors
b Post type

b Contributor

43 posts match your filtters (today)

@ ADD NEW ACTION

There are no active actions for this automation rule. To add
an action, click the Add button

Figure 2-88. Setting up actions from Social Engagement to perform logic within
Dynamics 365

43 posts match your filters (today)

@

G Link to Dynamics 365

There are no active actions for this automationry ¢ Assign to
an action, click the Add button

Figure 2-89. Setting up actions,” from Social Engagement to perform logic within
Dynamics 365
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4. Specify the instance, entity, and any notes you require and click
“Apply”” The action will appear in the grid. Click “Save.”

Linking Social Engagement to Dynamics 365 provides instructions
on which instance to create the new record in and which entity
should be created (Figure 2-90).

LINK TO DYNAMICS 365

Automatically create records in Dynamics 365 for
each post that matches the filters.

@

() ADD NEW ACTION

There are no

FHSAVE X v APPLY X

Figure 2-90. Completing the connection with Dynamics 365 and Social
Engagement

The last step is to create the corresponding Automatic Creation
Rule within the instance of Dynamics 365 CE with Social
Engagement. If you try to manually link a record to Dynamics 365
CE without an activated creation rule at this point in the setup, an
error will occur, as the integration isn’t 100 percent complete; this

error is shown in Figure 2-91.
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A record hasn't been created from this social activity. Make sure you have a record creation rule set up in
Dynamics 365 and try again. If the problem persists, contact your system administrator.

Figure 2-91. Error stating the setup is not completed from Social Engagement
when “Link in Dynamics 365" is clicked from a post

5. To complete the final setup steps, in the Classic UI of Dynamics
365 CE, click “Automatic Record Creation and Update Rules”
(Figure 2-92). As with other customer service configurations, it
is expected that the creation of automatic creation and update

rules will be possible within the Customer Service Hub app within
the UI Client as part of the October 2018 release.

Set up customer service for your organization.

Case Settings with Record Creation and Update Rules

Queues

Routing Rule Sets C*7 Automatic Record Creation and Update Rules
I ) CrabE O CHEE CI58 T0UTRG FUS. CRARGE BT fermaton, fuch 2 cenditiees, ST, and Mten N a 2 for 2.10M AT rectrd CTeILn 320

2 o5, Craate and manige rues POMES. ¥OU CAN 581 LD Naled tor aither out-Of-the-DOX entites ©
Wp e

acage ifarmation in 2 subject tree. This helos to categarize an organization's cases to identify frequent requests

Figure 2-92. Select “Automatic Record Creation and Update Rules” from within
Dynamics 365

6. Click “New.” Specify the name and set the source type as “Social
Activity,” as shown in Figure 2-93. The source type can be one
of several different activities, so take a moment to review the
different available types of triggers that can be linked to automatic
creation and update rules.

As mentioned earlier, a social activity is created per social post,
and this is the action within Dynamics 365 CE for which we want a
case to be created.
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o HEW W ACTIVATE I DELETE S8 AssiGN o E

RECORD CREATION AND UPDATE RULE

SPECIFY RECORD CREATION AND UFDATE DETAILS o

CHANNEL PROPERTIES

SPECIFY CONDITIONS FOR RECORD CREATION

Figure 2-93. Configuring an Automatic Record Creation and Update Rule

You can also specify to create (or not) records for blocked profiles
(as it won’t by default) and only specify private messages for
cases if organisations wish to filter the rules. The cases can also
be automatically routed to a queue, which was discussed in the
previous section.

7. Click the plus icon on the Detail sub-grid to create a new line for
the rule. Specify the condition criteria, such as the channel type;
it can be filtered even more by social profile and other related
information, like an SLA. The example in Figure 2-94 is if the social
activity has the social channel set to “Twitter” which is should be
by default based on the integration with Social Engagement.
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— ) Crea nd | 1 v ’f‘
ﬂ Record Creation and Update Rule Item

= Dynamics 365 CE Book

4 General

Name * Dynamics 365 CE Bock

Condition

™ cear | [+] GroupanD  Jo[ GroupOR

Social Channe Equals

Figure 2-94. Setting the conditions for the case-creation rule

8. The next step is to configure what actions occur if the trigger
conditions are met. In this situation, a case is created. Add a new
step under the “Actions” heading to create a new entity of type
Case, as shown in Figure 2-95.

Note At the time of writing, a bug in 9.02 is that the ‘Origin’ option set on the
‘Case’ entity will never get set, as it’s being set from Channel Properties, which is a
different option set than that specified in the Origin within Dynamics 365 CE. If the
rule is based on social channel, as it was in the previous example, | recommend
manually setting this field in the workflow to that specific channel; e.g., in this
case, Twitter.
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@ Setting Regarding of a

record? What you need to know

Create record and set as the regarding of the source activity

ACTIONS

3 Add Step v | X Delete this step.

® Create: Case ¥ Set Properties

SPECIFY OTHER ACTIONS
B3 Add Step + | X Delete this step

Select this row and click Add Step.
Figure 2-95. Creating a new record within the case-creation and update rule

9. Click the Set Properties button and you will notice the details have
already been prepopulated for the social post that would trigger
the action, as seen in Figure 2-96.

[. 5 Process: Dynamics 365 CE Book
=% Create Case

4 Summary " Form Assistant
CASE DETAILS Notes are ot available within & workfiow Dindvic U Z
Case Ttie (SutjeciSocal Actvay] Cymamic Vahoes &~
1 Operator:
Subject = 2
Look for:
Customer * {Compary Name{Post Author Social Activity v
v
Crigin {rul{Charne! Properties)]
Al
ki rv]
K|
Entitiement e}
Product =
DESCRIPTION
Detault value:
oK

APPLICABLE 5LA

First Resporse Sy

ol &l
<

Rescive By
CUSTOMER SERVICE
Puibish 1o Web

Steps to Reproduce *

Figure 2-96. The properties are automatically set on the Case record
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Other actions can be added after the initial creation, if required.

To test these steps, navigate to the Microsoft Social Engagement app and expand the
“Post” pane on the right-hand side of the screen from the dashboard. Select a record and
then select “Link to CRM.” It will create the Case record automatically, as specified by
the preceding rules, giving details of that case while still within the context of the Social
Engagement app (Figure 2-97).

88 Microsoft Social Fngagement =

All Search Topics ~

Conves

Figure 2-97. Linking a post to Dynamics 365 from Social Engagement and seeing
the case details

Microsoft Portals Configuration for Self-Service

Microsoft Portals are based on the framework from ADX Studios. Microsoft acquired
ADX Studios in 2015 and developed their portal product further to create Microsoft
Portals. Microsoft Portals for Dynamics 365 allows a user to achieve a configuration-
focused approach to creating an external or internal portal environment connected to
Dynamics 365 CE data as opposed to going through extensive development.

At the time of writing, Dynamics 365 CE Online has allowed for Enterprise Plan
licenses to have a portal instance for free along with the plan, allowing organizations
to take advantage of Microsoft Portals. There are templates for portals available for
organizations to leverage as standard, such as the customer self-service portal, partner
portal, and community forums. These templates use standard out-of-the-box entities to
provide a framework so organizations can get started straight away and customize going
forward depending on requirements.
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Microsoft Portals require setup and minor configuration before they can be used.
This section will cover the steps required to get started. The user completing the
following steps will need administrative privileges within Office 365.

1. Navigate to the administrative area of Office 365 and go to
Dynamics 365. Click the instance to configure the portal for and
select “Solutions” This will load available applications that can be
added, as shown in Figure 2-98.

Dynamics 365 Administration Center

INSTANCES UPDATES SERVICE HEALTH BACKUP & RESTORE APPLICATIONS

Manage your solutions

@ Manage your solutions

Dynamics 365 Portal...

Figure 2-98. Selecting “Install” on the Dynamics 365 Portals - Customer Self
Service' within the Dynamics 365 instance to start setting up portals

2. Find the Dynamics 365 Customer Self-Service Portal from within
the list and click “Install” (Figure 2-98). It can take up to an hour to
install the solution within the environment.
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3. Once completed, go to the Applications tab and click “Customer
Self Service,” then “Manage” (Figure 2-99).

2@ Microsoft | Dynamics 365

Dynamics 365 Administration Center

INSTANCES UPDATES  SERVICE HEALTH  BACKUP & RESTORE

Manage applications

Portal Add-On

Figure 2-99. Installing the Portal Add-On within Applications tab after add-on
has been provisioned

This opens the Portal Management screen shown in Figure 2-100, where lots of
different options can be configured, including the name of the portal, the instance it is
connected to, and actions, such as restarting the portal and installing custom domain
names and SSL certificates. This section of the book will only cover the basic setup of
the portal so as to get started using the out-of-the-box system; however, there is further
documentation by Microsoft that details how to extends the Portals product. Go ahead
and configure the basic settings, including the Dynamics 365 CE linked URL.
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Microsoft Dynamics 365

- Portal Details
l“ ortal Details
EJ C_neneral Settings
' e - [ Product
Portal URL

Bortal Analtics Portal Audience

Audience | Customer

Update Portal Binding

Change Portal State

Enable portal for early upgrade

Update
Figure 2-100. Configuring the portal name, URL, and template details

Once set up and configured, the “Portals” section will be available within the sitemap
of the Classic UI, where the portal is configured and customized to suit the needs of the
organization (Figure 2-101).
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Website Content Security A Polls
[8] 7o B o [FY coentAccss e G| .
a :- by m

Figure 2-101. Once the setup has completed, “Portals” will be added to the
sitemap within the Classic Client

Once the portal has been set up successfully, navigate to the URL specified in the
“Base Portal URL’ field on the Configuration screen in Figure 2-100 to see the new
website. Alternatively, you can navigate to Classic Client » Portals and select the portal
to see the URL.

Microsoft Portals contain a basic styling template, and the branding should be
similar to that of Figure 2-102, except be branded “Consoto.” Which is the basic sample
data provided by Microsoft.

CRM CAT Labs A | KnowledgeBase | Forums | MySupport | Q | Signln

CRMCAT

CUUES SINORMEERR s E eSS RV 1 C E

Most Popular Articles

Jynamics 365 CE Essentials Article

The highlights of the beok Dynamics 365 CE Essentials

Help with getting started with Dynamics 365 CE

A deep dive on how 1o get started with CE

Figure 2-102. The standard layout of a template for customer service
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There is a large amount of functionality available in the standard Customer Service
Portal template which does not require any further customisations, which includes the
following:

» Visibility of published knowledge articles

e Authentication through portal contacts, invitation functionalities,
and portal user management

o Forums and the ability for signed-in users to create new posts
o (Case management - Signed-in users to view related cases

o Case management - Signed-in users to make new cases;
see Figure 2-103

o Case management - Signed-in users to edit existing cases (Close and
Cancel)

e Account management from the portal

CRM CAT Labs A | KnowledgeBase | Forums | MySupport | Q | -

{ome = Support

Support

X | eg. User login is failing [ a
T |
Status Created On
Case Number Case Title Case Type Subject Origin Customer Reason £ ;

_aterina Jones n Progress

Figure 2-103. Creating a case from the portal creates a Case record within
Dynamics 365
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Organizations can use the Customer Self-Service Template, modifying the branding
to get started using the capabilities of the portal, to enhance their customer engagement.
Details on how to modify branding and other options within Microsoft Portals are
included in the “Further Reading” section at the end of this chapter.

CRPV'I CAT Labs * Knowledge Base Forums | My Support | Q ] Caterina Jones

Contoso

les= | Dynamics Q

Knowl

Home > Search > "Dynamics”

Modified dite Results 1- 2 of 2 for query: Dynamics Relevance

Dynamic
Taday .. Dynamics 2

Past Month
Past 3 Months 2

Past 6 Months

Rating
All

& Up

Figure 2-104. Viewing knowledge articles from the portal

Summary

This chapter has covered an extensive amount of information on how to get started
with the standard customer service capabilities that Dynamics 365 CE has to offer. It
has covered how important it is to engage customers socially using the Microsoft Social
Engagement platform, which together with the Case record is at the core of logging,
managing, and solving customer queries and problems. Managing those engagements
contractually and in a timely manner using entitlements and SLAs allows organizations
to offer their service to customers and tailor the type of service they can offer while
maintaining a core expectation of when they should be responded to and resolved by.
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Using Microsoft Portals to offer a self-service feature to customers empowers customers
to solve their own problems using knowledge articles and submit their own support
tickets, taking the incoming service inquiries down from other channels such as the
phone. By using these features together, organizations will be able to provide a high
level of customer service and offer enhanced levels of capability compared to their
competitors.

Chapter Tasks

At the end of every chapter, there will be a section that gives up to ten suggested tasks
for you to complete within Dynamics 365 CE. These tasks will be based around the
topics covered within the chapter and are aimed at expanding practical knowledge and
applications regarding those topics that goes beyond reading about them.

1. Create a new SLA and Entitlement record for a customer.

2. Create a new Case record, linking the Entitlement record from the
previous task to the Case record (and ensuring it is applicable).

3. Use the “Do Not Decrement Entitlement Terms” feature to not
reduce the terms count on the entitlement.

4. Create a new queue.
5. Create a new routing rule.
6. Apply the routing rule to a case.

7. Create a new knowledge article and complete the business
process flow, publishing the article at the end.

8. Search for the knowledge article within a case and link a
knowledge article to the case.

9. Setup the Microsoft Social Engagement app by following the
instructions within this chapter.

10. Setup the Customer Service template for Microsoft Portals and
search for the knowledge article within the portal and log a case
while logged in.
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Further Reading

Unified Service Desk and Dynamics 365 CE (Microsoft, 2018). URL: https://docs.
microsoft.com/en-us/dynamics365/customer-engagement/unified-service-desk/
unified-service-desk

Microsoft Portals (Microsoft, 2018). URL: https://docs.microsoft.com/en-us/
dynamics365/customer-engagement/portals/configure-portal
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CHAPTER 3

Sales

Managing a sales pipeline can be challenging for organizations. Often, sales people need
to have the latest information regarding their customers’ interactions readily available.
They need to be able to easily update the system and advance opportunities to the next
stage of development, as well as provide accurate quotes and correct product estimates.
This is done while providing a great service to potential customers and collaboratively
working with their sales team and company to get what they need at the right time in
the lifecycle. Sales is not about just pipeline management, but also the setup behind
the scenes. The sales lifecycle is enhanced by the setup and use of the product catalog,
which allows organizations to manage the products they sell from the front-line sales
team and provide an integration point to back-office systems. This chapter will cover a
deep dive into the sales lifecycle, what the product catalog is in Dynamics 365 CE and
how to set it up.

Product Catalog Setup and Management

Dynamics 365 CE has a sales cycle that is underpinned by opportunities, quotes, and
invoices. Products are an optional feature of Dynamics 365 CE, and the sales lifecycle
can be utilized without defining specific products and relationships. That said, being
aware of products and related functionality can assist organizations in knowing how best
to implement the product catalog within Dynamics 365 CE and to keep it maintained
with little effort while still providing enhancements to their sales lifecycle. As the

sales cycle progresses through to an opportunity, then to a quote, order, and invoice,

the products related to these records are retained throughout the lifecycle, providing
reporting capabilities and suggestion features that are aimed at helping a sales person in
their day-to-day role. Products are not the only thing within the catalog. It is made up of
a framework that creates a structure allowing products to be available at different prices
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and price formulas, linking together with recommendations for cross-selling, up-sell
opportunities, managing different units of sale, and discount availability.

The product catalog within Dynamics 365 CE does not formulate an actual
warehousing solution, something Dynamics Finance and Operations would be more
suited for. It would, however, be a great starting point for integration between a back-
office system that is better suited for warehousing and inventory management and
Dynamics 365 CE, thus adding value.

A product is defined as an item which is sold, this can be an actual physical item
or a service, for example. A product record in Dynamics 365 CE can be seen as the
‘Product Definition’ Instances of the products are associated on ‘Price Lists’ as Price
List Items. Hierarchal family relationships can be created with products, which have a
lineage of related properties that are inherited down across the children of the parent
products, becoming uneditable and eliminating the possibility of more properties being
added at each stage. They can, if required, be overridden. Properties can normally be
attributes that need to be displayed on the product record at the sales stage. Examples
could be “Color” or “Number of Rooms,” often determining characteristics that could
assist in the picking and selling of the item.

A product is always associated with a unit and a unit group. Units manage the
quantity and sizes of the product that ships. Unit groups always start out with a singular
unit. In the following examples, the custom unit group “Crate” was created and has a
unit quantity of 1. A second unit was associated with the unit group “Large Crate,” which
has a base unit of “Crate” with a quantity of 2. Units can be easily built up to ensure the
quantity of the product being sold is correct. Another example is fruit. Singular fruit can
be sold, but it can also be sold as a six-pack or a twelve-pack, often seen in supermarkets.
This example is shown in Figure 3-1.

B SAWE g SAVE&CLOSE N FORM EDITOR x
UNIT GROUP : INFORMATION

jit = UNIT : INFORMATION

New Unit -=

nite Acer e | -~
LEE Ll 4+ General

+ ADD NEW UNIT (B R REpoRT = (T Eexd
O | Hame & |

Single Fruit 2 Single Fruit o

Figure 3-1. Units and unit groups—using the base unit

128



CHAPTER 3  SALES

The diagram in Figure 3-2 is a basic entity relationship diagram that displays how the
unit groups, units, product families, products, and other related record types fit together
to be available on a price list. To summarize:

o Aproductinstance is referred to as a price list item.

e Apricelistitem is a specific instance of the product with a set cost.

uomscheduleid

Unit Group uomscheduleid

uomscheduleid

baseuom} uomschedulad parentprodudid * \

: Unit < Product produdid
uomid defaultuomschedued
uomid uomid defaultuomid V produdid
produdid /
Price List It =
i rice List ftem uomscheduleid

uomid

Figure 3-2. Overview entity relationship diagram of the product and unit
structure

When a user creates an opportunity, a price list is specified. A price list item is linked
to a specific price list. The user can then use all of the products available from the price
list as opportunity products to sell as part of the sale. The next section will walk through
how to set up an example product catalog using all of these configurations.
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Creating a Family Hierarchy and Properties

This section will walk through how to get started with products and creating family
hierarchies with properties.
Task: Create a family hierarchy.

1. Navigate to Classic UI » Settings » Product Catalog (Figure 3-3).

Dynamics 365 ~  Sales ~ ards >
- Resource Scheduling _
Business Customization System Process Center

Businezs Manaceam Custamizations A dministratio
Business Manageme... Customizations Administration
2l S+ 2|

Templates Solutions

ecurity
Jata Management

A
ppSourge a
Syste

Figure 3-3. Navigating to the product catalog from the sitemap within the
Classic UI

2. A product family needs to be created first to be associated with
the product. Click “Add Family” to create a new record, as seen in

Figure 3-4.

ueT | TEADDBUNDLE I DELETE  ~ e EMAILAUNK  ~  [RRUNREPORT » ) EXCEL TEMPLATES » Ol EXPORTTOENCEL = e IMPORTDNTA » e

Figure 3-4. Click “Add Family” to create a blank Family record
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3. Type “Fruit” as the name, type a product ID (which must be
unique), and save the record (Figure 3-5). (You can set expiry for
the family if you wish so it can no longer be used for new products,

but we won'’t use that for now!). You should then be taken back to
the Product List.

+“

§ Quick Create: Product "

Figure 3-5. Adding a new product

4. Repeat these steps to create a second family, but instead call this
“Apples,” and in the “Parent” lookup select the family created in
the previous step: “Fruit.” Save the record and then open it from
the view by double-clicking or selecting its name.

5. Publish the family by selecting the Publish button dropdown icon
and then choosing “Publish Family,” as shown in Figure 3-6.

Opening a product family could be confusing as it appears the
same as a Product record. A family can be distinguished by its
name, which has been appended with “Product Family:” at the
beginning. Having a blank “Product Details” section is normal for
a product family as a lot of the fields are relevant for only products.
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Figure 3-6. Product Family record

6. Click the plus icon while on the Product Family record (“Fruit”)
on the Product Properties sub-grid. A new window should open.
Properties enable users to create characteristics for the family and
product.

7. Type the name of the property: “Color”

8. Leave the remaining configurations options as they are; however,
it is important to understand what they do, which is summarized
below:

e Read Only - This means the property will not be editable within
the product grid in the opportunity, quote, order, or invoice.

o Required - It will be required for the user to complete the
product grid in the opportunity, quote, order, or invoice.

e Hidden - It will not show up within the product property editor
when adding product-line items in the opportunity, quote, order,

or invoice.
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9. Setthe “Data Type” field to “Option Set.” These field options
relate to the types of fields this property is referring to and would
need to be completed when adding the product-line items on an
opportunity, quote, order, or invoice.

10. Save the record, which will enable the sub-grid to add option-set
items for the “Color” field. Add a small number of options; e.g.,
“Yellow,” “Red,” and “Blue.”

11. Once completed, save and close the record. See Figure 3-7.

fili DELETE ) WORD TEMPLATES ~

PROPERTY
Colour =
Colour Regarding B Apples
*Read-Only Mo Description: = sssssccssssssssssssasiansssasassnassssssnnassinnns
*Required Mo
*t No
PROPERTY TYPE
* Data Type & Option Set
Dx
Property Option Set Items +
Name 4 | Value | Deseription
Yellow 3
Mixed 2
Green 1
Red 0
Draft H

Figure 3-7. The product Property form
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In the current example, the “Fruit” family now has a product property. This property
will be inherited by the Apple family, which is visible when you navigate to the Apple
Product Family record, as shown in Figure 3-8. It will be marked as an inherited
property, and, while it cannot be deleted, it can be overwritten or hidden.

All products associated with the level of hierarchy will inherit those properties
when they are associated with the family, and users will be prompted to complete those
properties when associating product-line items within an Opportunity, Quote, Order, or
Invoice record. Properties must be created at the family level and cannot be created at
the product level.

@, PUBLSH |~ o CLONE W DELETE 3 PROCESS =  J\ VIEWHIERARCHY @ EMARLALINK (5 RUNWORKFLOW  [B]START DG ) WORD TEMPLATES = =+

PRODUCT =
Product Family: Fruit

+ PRODUCT DETAILS

ul

« PRODUCT PROPERTIES

Name & | Base Property Data Type | Resd-Cesy Required Hidden | Detaut Vale

Figure 3-8. Inherited product property

Products can be used without an association with a family hierarchy; however, they
cannot take advantage of the Properties feature since this is held at the Family record
level (Figure 3-9).

1. Create another product family called “Bananas” and associate the
product family with the “Fruit” family.

2. Create one property at this level called “Origin” of type “Single
Line Of Text” (Figure 3-10).
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PRODUCT ~
Product Family: Apples =

4+ PRODUCT DETAILS

*Name Apples Unit Group
*Product ID AP123 Default Uni
Family Hierarchy @ Fruit Default Pric
Decimals 5
= T
Subject
ValidTo === ceccreececcsssccsesesesses 2k e
DMSEHOn: = 0 e e e e e e e e
<+ PRODUCT PROPERTIES
Name 4 | Base Property | DataType | Read-Only | Required Hidden Default Value

Hh Coiout Option Set No No Mo

Inherited property I

Figure 3-9. Inherited property on the family level

B BUBLISH  + oo CLONE i DELETE 3 PROCESS » & VIEWHIERARCHY o EMAILALINK (S RUN WORKFLOW  [E]START DlALoG (] WORD TEMPLATES ~

PRODUCT =
Product Family: Bananas =

« PRODUCT DETAILS

*Name Bananas Unit Group
*Product ID BANG1S Default Unit T LR
Fomily Hisrarchy 8 Frust Default Price List

Decimaks Supported

Valid From

Valid To R L : s 5 e SRR A R e e S SO b R e s
DesCription  seesssssssrnnennns
« PRODUCT PROPERTIES
Hame 4 | Base Propesty | Data Type | Read-Only | Requined | Hidden | Defaul Value
A Calour Option Set Mo No No
Origin Single Line OF Text No No No

Figure 3-10. New product family with one inherited property
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By following the examples in the preceding steps, you should have created the
hierarchy seen in Figure 3-11. This can be opened in Dynamics 365 by selecting “View
Hierarchy” within a Family record. The “Origin” product property is only available on
“Bananas” and not on “Apples.” This is a local field and will only be visible on this record,
or on child records that have “Bananas” referenced as a parent.

E Fruit -7

Product ID FRU123

Product Structure Product Family

Unit

Status Draft <,

Apples = | = Bananas
. .

Product ID AP123 Product ID BAN213
Product Structure Product Family Product Structure Product Family
Unit Unit

Status Draft W Status Draft

Figure 3-11. Product family hierarchy

Creating Products Linked to Product Families

Now that a small product family structure has been created in the previous steps, it’s
time to associate products with those families and see how they link with the associated
properties.

1. Navigate to the Products view from the product catalog and click
“Add Product” (Figure 3-12).
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g2 Dynamics 365 + Sales v+  Products >

il ADD PRODUCT

+ All Products, Families & Bundles

il ADDBUNDLE [ DELETE ~ e EMAILALINK '~  [¥) RUN REPORT

(& ADD FAMILY

Figure 3-12. Adding a new product

2. Complete the details within the form. In the “Product” lookup,
ensure “Banana” is selected as the family to associate this with as
seen in the ‘Parent’ field. Like product families, products can
expire; enter start and end dates to set up the scheduling and
expiry engine automatically so that it cannot be used when it is no
longer valid in the business.

3. Click “New” on the lookup for “Unit Group.” Create the unit group
and group as described here:

e Unit Group - Name: Fruit
o Unit Group Base Unit - Name: Single Fruit

This creates a unit group called “Fruit” and a unit called “Single
Fruit” that has the quantity of 1. This is the base unit and the
lowest amount of units this product is sold by.

Figure 3-13. Adding a new product
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4. Create a second unit associated with the unit group “Fruit” called
“6 Pack” and enter quantity as “6” and base unit as “Single Fruit,’
as seen in Figures 3-13 and 3-14.

Hswve G savEsclose O FORM EDMOR x
UNIT GROUP : INFORMATION
S UNIT : INFORMATION

New Unit =

ts Associated | =
Lt b 4 General

+ ADDNEWUNIT [B AU RepoRT = [ Exd
O | Mame &

Single Fruit o

Figure 3-14. Creating a unit group and units

5. Complete the Product record by setting the decimals in the
‘Decimals Supported’ field (normally 2) and the subject if
required (as discussed in an earlier chapter).

6. Save the record.

Upon saving the record, the Product Properties sub-grid will be populated with the two
properties set up in the earlier steps. This demonstrates the inheritance the product has
obtained from being associated with the linked product family. Following the previous
steps, create another two products, “Oranges” and “Pears,” in the same way to use in the
next steps.

Product Relationships

Products can display relationships to other products based on suggestions Dynamics
365 CE can give a user when adding a product line within a Sales record, such as an
opportunity. This is particularly important for users, who can be notified which products
are out of stock or unavailable or which products could earn more money for an up-sell,
for example. This section will cover how to set up these product relationships.

1. Open the Product record created in the previous example and click
the plus icon in the Product Relationship sub-grid (Figure 3-15).
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PRODUCT RELATIONSHIPS + %

Related Product 4 | Sales Relations...| Direction

Figure 3-15. Creating a product relationship

2. A new window opens for you to create a new product relationship.

This form is referred to as the Quick Create form and is shown in
Figure 3-16.

Select another product to relate it to, which can be any of the
products made in the previous examples.

Select “Cross Sell” in the ‘Sales Relationship Type.

Select the direction as “Bi-Directional.” Bi-directional means if
“Pear” is selected by a user on the Product sub-grid in a Sales
record, such as an opportunity, and if the relationship was uni-
directional only, only the Banana record would be visible this way.
If a user does the same on the Banana record, Pear wouldn't be
offered as a cross-sell item, as the relationship is one-directional.
Bi-directional means it would appear in both scenarios as a cross-
sell relationship suggestion.

Quick Create: Product Relationship x

Figure 3-16. Adding a product relationship

A new product relationship has been added and will now appear within the

“Suggestions” window on a Sales record.
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Price Lists and Price List Items

It is recommended that products have a default price list. This is because of standard
behavior where if a product has been set and the price list removed, the price is obtained
from the default price list set on the product. A price list is a list of products that can be
selected from within an opportunity. Only one price list can be associated with a record.
Price list item is the name given to the specific instance of a product on a price list at a
particular cost or calculated cost. The next steps will guide you through creating a new
price list.

1. Navigate to the Classic UI, then go to Settings » Price Lists » New
(Figure 3-17).

Price Lists

A price list specifies what prices can be charged for each unit in the unit group of a product. In this section, you create, manage, and delete price list line items and price lists in
the product catalog. You 3ssociate and disassociate products with price lists. You also specify various pricing options in the price Jist Eng items, such as the guantity salling option
the pricing method, and the rounding options.

Lieis =

=
A unit group contains the base unit 8 product is avaliable in, such as a liter, and then lists all the different increments that this base unit is packaged for sale. For example, if the
base unit is 2 two-liter bottle, then that product could be sold individually a5 a two-liter bottle or in 2 case containing & two-liter bottles. In this section, you create, manage, and
delete units and unit groups in the product catalog.

Figure 3-17. Adding a Price List

2. Inthe new blank Price List record, select the “Sales” option for the
field “Context.”

The Project Service app, another app within Dynamics 365 CE
introduced different types of price lists, which have different
behaviors, as shown in Figure 3-18. These include the options
“Cost” and “Purchase,” which are not relevant here.

3. Save the record, ensuring the time unit “Hour” is removed by
selecting the field and selecting ‘Delete’ on your keyboard. Once
saved, new price list items can be created.
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g5 Dynamics 365 + = Project Service v  Pricelists > New Price List

Hsave gJ'saveaclose = new  EE FORM EDITOR »

PRICE LIST : PRICE LEVEL

Active

i

New Price List

Cost
Purchase

» Role prices
» Category prices

4 Price List Items

Figure 3-18. Price list context, added for project service automation
customizations

4. Expand the Price List Item tab in the Price List form, and select
the plus icon on the sub-grid to create a new price list item
(Figure 3-19).

141



CHAPTER 3  SALES

4 Price List Items

Product

Figure 3-19. Click the plus icon in the sub-grid to start creating price list items

The price list item is the link between the Product record and the specific instance
of it on a price list. A product can have multiple prices and so would have different Price
List Item records on different price lists, all relating back to a single Product record. The
Product record stores core information about a product that does not change often and
is generic for the organization.

5. Complete the initial record details for the price list item, as shown
in Figure 3-20, including the “Product” and “Unit” lookup fields.
There are some specific fields on this record that require some
explanation:

e Quantity Selling Option - Allows the user to split the quantities;
e.g., decimals and halves

e Price Method - This is specifically regarding how the amount/
price of this instance of product is calculated. This will be covered
in more depth shortly.
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PRICE LIST ITEM : PRODUCT PRICE LIST

Orange 6 Pack -=

« General
& Fruit Market Stall Currency Pound Sterling
Orange & Pack

6 Pack Juantity Se Optior No Control

Pricing

Rounding

Figure 3-20. Price list item being created using the pricing method “Current
Amount”

Some fields need to be added to the Product entity to make it more relevant as these
have been removed by default in previous updates of Dynamics 365 CE. Skip ahead to
Setup to learn how to add fields, or get a customizer to add hidden existing fields onto
the Product form, shown in Figure 3-21. Once the changes have been made, ensure the
customizations have been saved and published so you can see them on the Product
record:

e List Price (required)
e Current Cost (required)

o Standard Cost (required)
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{1 @ Product ID* e e aaan
} & Decimals Supported * i
= Parer i1 |! @ List Price
g & Current Cost
""" & Valid From =
! i Description k by ]
D ! H

Figure 3-21. Adding standard fields not visible on the form

Figures 3-20 and 3-21 display how the fields can be dragged over from the Field
Designer onto the Product form, how it looks in the form designer, and how that
translates to a real Product form for a user.

*Unit Group @ Fruit
*Default Unit 6 Pack
*Default Price List Fruit Market Stall
*Decimals Supported 2

™7
List Price £1,000.00
Current Cost £500.00
Standard Cost £200.00

VEMAOF = cmmmmsccscmcmcccimcssiecsmesmscesssss e ss e s e b e S A A A S S A 8 8 £ e RS AN SRS S LA LS Aa LSS ARt ae aa et
Stock Violume

Quantity On Hand

Figure 3-22. Pricing values critical to understanding the different pricing methods
on the price list item
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Figure 3-23 shows the different pricing options available for a price list item based on
the data of what is on the Product record it is related to—all except “Currency Amount,”
which is based on a simple value amount set on the price list item itself.

Pricing

*Pricing Method

Percent of List

] Percent Markl..ip - Current Cost
Percent Margin - Current Cost

Percent Markup - Standard Cost

Percentage & Percent Margin - Standard Cost

Figure 3-23. The different pricing methods available on the price list item

There are several different options available for managing the price of a product on a
price list. There is no correct or incorrect way of pricing products; it is based on what and
how the organization sells their products.

e Currency Amount - Displays an “Amount” field, and you enter a
value. The most straightforward of the options.

o Percent of List - A user specifies a percentage—e.g., 50%—and a
rounding option (e.g., none, up, or down), which is calculated from
the field list price on the related product. In the example, this would
be £500. 50 percent of that is £250.

e Percent Mark-up of Current Cost - Takes a percentage—e.g., 50%—
and a rounding option (e.g., none, up, or down) and calculates the
percentage of the “Current Cost” field, in this case £500, and adds
that amount ONTO the amount displayed in the “Current Cost,”
marking the value up by this percentage. In the example, this would
be £250 + £500 = £750.

145



CHAPTER 3 SALES

e Percent Margin of the Current Cost - Takes a percentage—e.g.,
50%—and a rounding option (e.g., none, up, or down) and calculates
the percentage of the “Current Cost” field, in this case £500, and
adds the Current Cost PLUS the amount of the percentage, in this
case £250, totaling £750, and divides it by the Current Cost minus the
percentage (£250), equaling £1,000 in the example.

e Percent Markup and Margin of Standard Cost are the same as just
described, except they use the “Standard Cost” field instead of the
“Current Cost” field.

Ensure the family has been published before trying to use the prices by selecting
“Publish Hierarchy,” which publishes the entire family and products, or just “Publish,’

which publishes the open record (Figure 3-24).

Dynamics 365 « Sales ~ Products > Product Family: Bana... >
¥, PUBLISH =~ olc CLONE ®,REVISE #RETIRE [ DELETE = PROCESS ~ & VIEW HIERARCHY e EMAIL A LINK
W, Publish

a‘, Publish Hierarchy

hily: Bananas =

4« PRODUCT DETAILS

L =
. Bananas

Figure 3-24. Publish hierarchy allows for the full family hierarchy to be made
available and published for use

Task: Create three price list items for all the products, trying different pricing
methods to see how they work. Once set up, ensure you open an Opportunity record,
select the price list, and add your items to see the real amounts based on the options you
configured in the earlier steps (Figure 3-25).
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System Cale i
Product Name | Properti] un | Price Per Ueit | Cnmntity | Déscouea] Exterded Aenount Suggestions
s 6 Pack Qfr GPack B 1,000,00
Esnana & Fack Qi ek Re750.00

Figure 3-25. Examples of the pricing based on the preceding definitions

Discount Lists

Discount lists are linked to price list items, where a specific volume has been purchased

within a product line item (Figure 3-26). They can be associated with a price list item and

allow for the discount to be applied should the product line item quantity be between

the Begin and End amounts set on the associated discount list record.

USTTOOLS |
DISCOUNTS
3 Follow Copy a Link :‘H E‘f‘
Delete Discount Unfoliow Email a Link _ L
Set As Default Run Start Run Exce Word
View Workflow Dialog Report~ Templates~ Tempilates. Discountse
Coliaborate View Process Data
A Mow Discott Discount List
Add a related Discount to this record. |~ Discou nt Items
Related # Discounts Discount List Discounts Associated View - Amount Type v
4 Common
4 Discounts | Begin Quantity ] End Quantity [ Amount

= Audit History

4 Process Sessions
(i Background Processes
;JJ Real-time Processes

Figure 3-26. Adding a new discount list
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Task: Create a new discount list. Navigate to Settings » Product Catalog »

Discount List.
1. Click “New” and create a new discount list.
2. Setthe “Type” option as “Amount.”

Discounts can be set to be based on an amount or on a
percentage. Amount means a set value amount to be discounted,
whereas Percentage means a percentage of the cost of the item
(Figure 3-27). The percentage option is much more fluid because
the overall discount then depends on the pricing option of the
related price list item (Figure 3-28).

Discount : Information Ijl Discount

L Genera -
New Discount

Related

4 General
4 Common
Q Audit History Begin Quantity * 1
4 Process Sessions End Quantity * 5.00000
ound Processes Amount * g

Figure 3-27. Setting the Begin and End quantities in the fields ‘Begin Quantity’
and ‘End Quantity’ for the volume discount
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Di t: Inf ti ———
LIEZ::: e I_s_ Discount .
New Discount

Related

4 General
¢« Common
[@ Audit History Begin Quantity * 1.00000
t Process Sessions End Quantity * 10.00000
G Background Processes Percentage *

Ql Real-time Processes

Figure 3-28. Setting the Begin and End quantities for the volume discount; type is
Percentage

Once the discount list has been created, it is then associated with a
price list item within the “Discount List” lookup (Figure 3-29). Only
one discount list can be active at any one time for a price list item.

3. Associate the discount list with a price list item by opening the
Price List Item and adding the record made in the previous step to
the ‘Discount List’ field.

4. Navigate to an Opportunity record and add a product line item,
incrementing the quantity to be within the Begin and End
quantities listed as set in the Discount List form in the earlier
step. There should be a discount applied as specified within the
associated discount list.

PRICE LIST ITEM : PRODUCT PRICE LIST

Figure 3-29. Associating the discount list on the price list item
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Leads to Invoice Sales Lifecycle with Product
Catalog Integration

Dynamics 365 CE has a full sales lifecycle that reaches across five core entities, with other
areas and functionality supporting those areas throughout the process. The product
catalog is one of those supporting features.

The sales lifecycle begins with a lead and ends with an invoice. The two core areas
of this lifecycle are the initial creation of a lead, which transitions to an opportunity.
Quotes supplement the opportunity, and once it has been won, orders and invoices act
as reference records with the same detail going forward (Figure 3-30). These records are
often integrated with another system or used by entirely separate departments owing to
their similarity in nature to eachother.

Figure 3-30. A basic overview of the sales lifecycle process within Dynamics 365 CE

The lifecycle begins with the Lead entity. “What exactly is a lead?” is a question
asked very often. A lead is often described as an initial contact an organization has
with an individual, and in some cases with the individual’s company. It could also be
information that has been purchased in list form, which is a common case in marketing.
This information is considered low quality and minimal. Leads can also be records
created from marketing automation tools, where they have been scored, graded, and
assigned to a member of the sales team to move forward.
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The information captured at the lead level is the name, company, and notes of
their initial interaction. As with most records within Dynamics 365 CE, activities can be
utilized, such as logging when phone calls happened and tracking email conversations.
Leads combine the information associated with the contact, account, and opportunity,
and once the lead is qualified those records branch out within Dynamics 365. This
branching process creates more “permanent” records within the system, such as Contact
and Account records, with the sales process moving forward as a qualified opportunity
(Figure 3-31).

Account
New Record— S Yelele]011]H

Information

New Information

g

Existing Account
Qualified—> ool eleYgd¥]3]14%

Existing Contact

?

New Information

n
Contact New Record— S ®le]g| ¥[8

Information

Figure 3-31. The qualification process of a lead creates new Account and Contact
records where none were specified

When qualifying a Lead record, if an existing Contact and/or Account record was
associated with the Lead record, it would take the information and use it to create
new records within Dynamics 365 CE, such as Contact and Account records, taking
the initiative to assume existing records were not associated with it, and so it would
create them for you. It would then take the information regarding those records and
data contained within the Lead record, close the Lead, and create a new Opportunity
record, associating the new Contact and Account records with the new Opportunity.
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Task: Create a new Lead. Open the Sales Hub App within the Unified Interface and
click “Leads” on the sitemap (Figure 3-32).

1. Click “New,” which opens a blank Lead record.

42 SetAsDefault (D Refresh Al

(' &
e Sales Dashboard

* My Activities B Task My Open
= »
A
| Activit.. Subje I v
Phone Call
I £ I
Phone Call
o]

Figure 3-32. Click Leads within the Site Map in the Sales Hub App

There is basic information on the Lead record to complete,
including the topic, which is normally a highlight of the
interaction and some detail of the requirement or context in
which they are created. Also the name and company details of the
person are needed. Standard Dynamics 365 CE assumes this is a
sales engagement, and so it includes connection grids specifically
designed to include your stakeholders and competitors so as to
identify key individuals and organizations your organization is
running in competition with.

2. Complete the initial details of a lead, including the topic, contact
information, and company information. Once completed, save the
record (Figure 3-33).
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Figure 3-33. Creating a new lead within the Sales Hub

The lead-to-opportunity process is guided by the lead-to-opportunity business process
flow (Figure 3-34). The Qualify stage is singular and references the lead record only. The
fields in this stage reference existing Contact and Account records and prompt the user
if they already exist within the system to associate them now. If they do exist, users can
utilize the “Existing Account” and “Existing Contact” fields to identify them. Leads can be

linked to existing records, especially in the context of returning business.
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...........

Figure 3-34. The business process flow from lead to opportunity

3. Complete the rest of the fields within the Lead form, including
budget-related fields.
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Leads can exist for a period during which they are gaining additional score points
iflead-scoring functionality is being used (as an extension to the platform or by
utilizing the Dynamics 365 for Marketing app, covered later in the book). Leads can
be marketed to, and once they meet qualification criteria they can be converted into
opportunities. Leads are not designed to stay active, but rather are meant to last for a
limited time. The fundamental point is that qualification and disqualification criteria
are an internal decisions, not one made by Dynamics 365 CE. The user decides based on
their interactions with the individual whether they have met enough criteria to warrant
qualification (Figure 3-35).

O Refresh & Qualify B9 Process v & Disqualify v A Assign & Email

Figure 3-35. Qualify and Disqualify buttons on the lead

Disqualifying a lead would close it, making it read-only and giving it a specific status
reason, e.g., “Lost” or “Cannot Be Contacted.”

Qualification will close the lead as “Won,” automatically creating an Opportunity
record and Account and Contact records if existing records were not selected. It
would maintain the link from the Lead record to the Opportunity record in the fields
“Originating Lead” and “Qualifying Opportunity” for any marketing playback of
reporting, especially to determine return on investment (ROI).

4. Click the Qualify button on the command bar of the lead record to
qualify the lead, ensuring no data is entered in the ‘Existing
Account’ and ‘Existing Contact’ fields. It will automatically close
and then open a new, linked Opportunity record, creating the
Contact and associated Account records (Figure 3-36).
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Figure 3-36. Qualifying a lead creates a new Opportunity record with fields auto-
populated from the information entered at the lead stage

The opportunity’s creation prompts you to gather more-detailed
information about the opportunity than that required at the lead
stage. Gathering more information will take time as you nurture
and develop relationships, moving the sales cycle toward a
conclusion. The business process flow prompts for information
at each stage, with some data being mandatory before the stages
can be advanced. For example, as time goes on, estimated closure
dates, more-accurate budgets, and products will be discussed,
which can be captured within the Opportunity record.

Adding the associated products is managed using the Product
Line Items tab within the Sales Hub application. A price list must
be entered, and then you add a product line item per product by
clicking on “Add New Opportunity Products” within the sub-grid
(Figure 3-37).
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Figure 3-37. Adding new opportunity products within an Opportunity record

The opportunity product line requires minimal detail:
e Product (“Unit” field auto-populates from “Product” field)

e Quantity

5. Complete the minimum information required within the
“Develop” stage of the business process flow on the Opportunity
record.

6. Move to the “Propose” stage by clicking “Next Stage” in the
business process flow.

7. Inthe Product Line Items tab, add a Price List record with active
price list items from the task earlier in the chapter. Select ‘Add
Opportunity Product’ in the sub-grid of the Opportunity and
create two new lines, adding them to the Opportunity record, as
shown in Figure 3-38. Minimal detail is entered as the pricing
will be configured on the product. Enter the ‘Quantity’ and that’s
ensure the Product is selected via the Lookup.
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Opportunity Line- OpportunityProduct ™
New Opportunity Line

General

Select Product @) eisting Uit * 5 6 Pack
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Pricing
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& Price Per Unit
B Volume Discour t
Quantity 200000
& Amount

Figure 3-38. Creating a new opportunity product line

8. Once finished, click “Save and Close” on the product line item.

Specific information is automatically populated by the details
set up within the product catalog, including the amount. This

is also where you can add a discount per line if required, either
automatically, per any associated discount list, or manually. You
can also add any relevant tax.

Users can, if the security permission “Override Opportunity
Pricing within their security role” is selected, override the pricing
and manually enter any amount they wish by selecting the
“Override Pricing” button.

Once completed, the Product sub-grid will show the correct price,
quantity, and total for the information just entered. Users can add
as many lines as they require (Figure 3-39).
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Figure 3-39. Product Line Item sub-grid within the Opportunity record

At this point, a customer normally would be expecting to receive
a formal quote detailing this information. This can be achieved
by using the Quote entity and sending a quote using a Word
template, which is provided as standard within Dynamics 365 CE.

9. Navigate to the Quotes tab and click “Add New Quote.” This is
shown in Figure 3-40.

= . 5
sy Develon (10 Min) Prepase Clerse i

Figure 3-40. Navigate to the Quotes tab and click “Add New Quote”

A new Quote record will appear in the sub-grid then
automatically open. Dynamics 365 CE prepopulates most of
the information, including quote lines. This is copied from the
originating Opportunity record (Figure 3-41).
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Figure 3-41. Completing the payment terms and activating the quote

The quote contains information about who is responsible for
payment and the location to where the item should be shipped.
Dynamics 365 CE does assume this is a physical item or that there
is a physical place to go, as there is a “Shipment Address” field.
The quote needs to be activated once it is no longer a draft and is
ready to be sent to the customer. This is done by clicking “Activate
Quote” in the command bar. An active quote is read-only, so it
can be viewed. An active quote is one that is the most recent, up-
to-date quote and is awaiting a customer decision (and therefore
shouldn’t be modified).

10. Complete the blank information within the quote where
appropriate.

11. Click “Activate Quote.”

More than one quote can exist at any one time. Clicking “Add Quote” from the
Opportunity record can be used as many times as required. The quote itself has a
lifecycle, as it is expected to be updated and changed based on customer feedback and
requirements. Revisions can be easily made using the Revision functionality.
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Clicking “Revise” on an activated quote closes the current quote and makes a direct
copy in draft format so a user can make changes. Revising a quote increments the
revision ID automatically by 1. This allows the user to keep a record of previous quotes
sent to the customer. Figure 3-42 displays an overview of this process.

5 CE Essential

+ MNew @ Delete (O Refresh @ Create Order Q@ PRevise G Print Quote for Custo... Q CloseQuote B Process v

Quote: Field Service Information G g
Interested in Dynamics 365 CE Esg... Sbakidpedr
& Read only £40.00 e
Summary Quote Lines Related
CQuote ID * QUGEEN000-C1X8Y1 Payment Terms
Revision ID * D Freight Terms
Name *  Interested in Dynamics 365 CE Essential Bill To Street 1
Currency * [ Pound Sterling Bill To Street 2

Figure 3-42. The Revision ID being incremented when the quote is revised

12. Click “Revise” on the activated quote from the previous step.
Notice this has now copied the previous quote and incremented
the Revision ID by 1 (Figure 3-43).

Create

Invoice

Revise

Figure 3-43. The Revision ID is incremented when the quote is revised
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When a customer has agreed on a quote, it is time to close the Opportunity and
Quote records. This will create a new Order record. Creating an Order record and closing
the Opportunity and Quote records at the same time can be achieved with a single click.

13. Navigate to the quote agreed upon and clicked “Create Order,” as
shown in Figure 3-44.

+ New W Delete O Refresh @ CresteOrder @ Revise @ Print Quote for Custo.. Q CoseQuote B Process v A Asign @ E

o Interested in Dynamics 365 CE Esse Toml Amous Etfective Fron
’ £40.00 14/05/208

Figure 3-44. Use the Create Order command-bar button on the activated quote to
create a new order

Note If there is more than one active quote associated with an Opportunity, a
different notification will appear asking the user to close the quotes.

The “Create Order” dialog window will appear, where specific
options can be selected that roll up to the Opportunity Close
record. The most important one is “Calculate Actual Revenue
from Quotes.” This will take the value from the quote and update
the “Actual Revenue” field, as opposed to this being achieved from
the opportunity product detail, which could have changed.

14. Click the OK button to automatically close the Opportunity and
Quote records and automatically open the Order record (Figure 3-45).
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Create Order

Use this quote to create an order.

Status Reason * \Won

Date Won " 14/05/2018

Description

Close Opportunity

Calculate actual
revenue from quotes

Figure 3-45. ‘Create Order’ Dialog
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An Order record in Dynamics 365 represents a confirmed order
(Figure 3-46). This can normally mean that a formal confirmation
of works has been agreed upon and signed, such as a contract. It
could indicate to a warehouse the need to obtain the items and
complete the order, shipping any physical items to the shipping
address provided. It could also represent a record of shipment.
These examples demonstrate how flexible this record is and what
it can represent in an organization’s sales process.
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Figure 3-46. Order record

The Order record has notable functionality. The Create Invoice button on the
command bar does not close the order, and instead creates a new invoice and associates
it with the order. An order represents a contractual commitment to provide a service,
and so it is assumed this would remain open and active within the system until that
is delivered or provided. Keeping an order open means more than one invoice can be
associated in instances of payment plans and paying in part, not just the scenario of a
single payment.

The order itself could be shipped in more than one part, allowing a user to select
“Partial” as the status reason, which closes an order when set to “Fulfilled.” Orders can
also be cancelled, and selecting “Cancel Order” updates the status and makes the Order
record read-only (Figure 3-47).
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Fulfill Order

Provide fulfillment information for this order.

Status Reason * | Complete |5

Complete

Partial
Description ——

Date Fulfilled

Figure 3-47. Fulfilling an order and selecting “Complete” or “Partial”

15. Click “Create Invoice” on the Order record. This should open a
new Invoice record (Figure 3-48).

16. Navigate back to the Order record (easily by clicking the “Order”
lookup field from the invoice) and select “Fulfill Order,” selecting
“Complete” as the status reason.
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Figure 3-48. Selecting “Create Invoice” from an Order record creates a new
Invoice record, auto-populating data from the Order record

The Invoice record, like the Order record, has notable functionality:

o The Confirm Invoice button confirms the invoice has been billed;
invoices can be generated but not necessary sent, which is where
this differentiation is important and useful.

o Invoices can be cancelled—when they have been made in error,

for example.

¢ The same as an order, invoices can be marked as paid, but also
can be paid partially. To make new invoices for scenarios of
partial payment or payment plans, click “Create Invoice” from
the Order record as many times as required, manually editing the
products and the cost to suit the invoices being paid.

17. Open the Invoice record and select “Invoice Paid” from the
command bar, selecting “Complete” as the status reason
(Figure 3-49).
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Paid Invoice

Select the information for the payment of this invoice.

Status Reason * | Complete |~

--Select--
Partial

Figure 3-49. Confirming the invoice has been paid is similar functionality to the
fulfillment of an order

Supporting Sales Functionality

There are several different record types that support the sales lifecycle discussed in
the previous section. These records can enhance the sales lifecycle by providing more
information that can be optionally used by users.

Competitors

Within the Sales Hub application, there are some extensions to the standard sales
process that can be utilized to enhance the features and user experience.

The Competitor record is available on the UI Client sitemap and is a simple concept:
a Competitor record holds details of a competitor for an organization. These records
are often linked to Opportunity records, allowing the sales team to see who they are up
against for the competition of a contract. Information available in the Competitor record
includes contact information, revenue, and strengths and weaknesses.
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The Opportunities tab on the Competitor record provides users with the ability to
see straight away which opportunities the competition is linked to (Figure 3-50). This
functionality can be extended to reports or rollup fields to see how many opportunities
the sales team has won instead of the competitor so as to create rankings of the largest
competitors in the business. In Part II, some of these extensions will be explored.

Sales Hub s

New @ Duets O Revesh  B) Precess s T Emslaline ¥ Follow

Figure 3-50. Competitor record available in the UCI and linked to an
Opportunity record

Connections

Connections within Dynamics 365 CE allow a user to connect any record type to another
record type. Examples include connecting an Account to an Account, or a Contact to a
Work Order. A “role” is specified when creating the link; this is the reason for connecting
record A to record B. The specified role can include a reciprocating role from B to A. A
simple example here is a real-life parent and child relationship. A to B could have the
role Parent. B to A would be Child. These are managed by “connection roles.” There

are a large number of connection roles as standard, but new custom connection roles
can be created via Classic UI at time of writing by navigating to Settings » Business
Management and selecting “Connection Roles.”
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Connections, while simple, can prove to be useful in sub-grids. They allows users
to see relationships to other records. It empowers users to link associated records
without having to make customizations for basic relationships and information. Leads
and opportunities use these sub-grids as standard in the Stakeholders grid by using the
Stakeholder connection role (Figure 3-51).

STAKEHOLDERS B  Activate
v | Name T | Role H
v Sarah Critchley v = =%
Champion Page 1
Decision Maker
Competitors Economic Buyer (O Refresh
End User
v | Name Influencer N
Stakeholder

E' Technical Buyer

No data available.

Figure 3-51. Connections being used in standard sales functionality under the
“Stakeholders” role

The query used by the Stakeholders grid is in shown in Figure 3-52. The query has
the “type” conditioned to “Contact” and the “to” role as a stakeholder, creating the
filtered view. This can easily be achieved for any other standard or custom connection
roles to provide a tailored experience using standard features.
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Edit Filter Criteria X

Define the filter and search criteria for this view to use.

M Clear | [] Group AND I Group OR

v | Tyee (To) Equals Contac
Select
[v Role @)
v Connection Role Category Equals Stakeholder
4
Select

o
Figure 3-52. Standard query used for the Stakeholders sub-grid

The Connections sub-grid can be accessed from the Related tab on all records
(Figure 3-53). From there you can add connections. Connections can be used for more
than sales within other areas of Dynamics 365 CE, such as customer service.

4+ New [B Deactivate A Assign 0 Emallalink @ Delete ) Refresh @ Process~ % Follow

Contact: Contact *
° CRMCAT

Summary  Details  Related
— Related - Common
———e B Entitlements
CONTACT INFORMATIOR Timeline *
E Actrities
First Name T LT Enter a note. i
Middle Name A Connections
DAY i
Last Name
B Case Deflections
Job Title [ External identities
B Forum Actwity Alerts
Account Name s
B Forum Alerts

Figure 3-53. Accessing Connections sub-grid via the Related tab on a record
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Summary

This chapter has given an overview of how to get started with the Sales Hub application.
Dynamics 365 CE provides a large amount of functionality within the application,
providing organizations with the capability to get started straight away managing their
sales pipeline. From the beginning of an interaction with a person that can be captured
within a Lead entity all the way through to managing the generation of invoices, the
lifecycle not only supports sales people in obtaining the sale through easy collaboration
and availability of the most useful data, but also helps other staff through the creation of
order and invoice information, which can provide useful integration points to
back-office systems.

The customer engagement involved in a sales interaction can be managed through
the records in the process, providing support to users through the features of the whole
platform. This includes relationship insights, suggestion cards, and reminders about
activities. Microsoft Outlook Integration gives users a seamless way to communicate
with potential customers within a sales cycle while focusing on the interaction; the data
is automatically synchronized to the Dynamics 365 CE platform. Finally, supporting
records such as Connections, covered within the last section of the chapter, can give
relationship insights to other data held within the organization. Together, these features
support users in their use of the app within their organization’s sales lifecycle.

Chapter Tasks

At the end of every chapter, there will be a section that gives up to ten suggested tasks for
you to complete within Dynamics 365 CE. Completing these tasks will be based around
the topics covered within the chapter and are aimed at expanding practical knowledge
and application regarding such topics that goes beyond reading about them.

1. Create a product family hierarchy larger than three levels with
associated product properties at each level.

2. Create new products related to the product families.

3. Create product relationships on the products created in the
previous step.

4. Create a new price list and associate the products as price
list items.

170



10.

CHAPTER 3  SALES

Create a new lead, associating new contact and account

information. Disqualify the lead.
Create a new lead and qualify the lead.

Add more data into the Opportunity record and add product line
items.

Create a connection from the opportunity to another record in the
system using the standard connection roles.

Create a quote, revising it several times.

Create a new order from the quote made in the previous step.

Further Reading

Troubleshooting the Sales Hub Application (Microsoft, 2018). URL: https://docs.
microsoft.com/en-us/dynamics365/customer-engagement/sales-enterprise/

troubleshooting-admin

Troubleshooting for Sales People in Dynamics 365 (Microsoft, 2018). URL: https://
docs.microsoft.com/en-us/dynamics365/customer-engagement/sales-enterprise/
troubleshooting

Lead to Qualification Overview (Microsoft, 2018). URL: https://docs.microsoft.
com/en-us/dynamics365/customer-engagement/sales-enterprise/nurture-sales-
from-lead-order-sales
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CHAPTER 4

Security Model

Dynamics 365 CE has a native security model that is based on users having various
degrees of layered access to the application. This access is governed primarily using
security roles assigned to users that refer to an access level with specific privileges. These
privileges specify what a user can do on those records normally relative to the owner of
the record and can be influenced by the corresponding business unit they are part of.

Often, security within the Dynamics 365 CE application is summarized as having
role, record, and field access. This is a good summary of the levels of access, and these
types of access are achieved in many different ways, which this chapter will review.
Role-based security is one of the primary ways to secure access to Dynamics 365 CE.
This approach is also used per app module (“app”), and roles are applied to the app itself,
so those users who have the security role linked to the app will have access to the app;
however, they still will be restricted as to what the privileges are in their assigned
security roles.

Given the application of the General Data Protection Regulation (GDPR) in addition
to the Data Protection Act of 1991, organizations have begun looking more closely at
their security within business applications. The GDPR looks at specifically embedding
security as a company-wide policy and not something that is an augmentation of a
business application system. Security within Dynamics 365 CE is as much about the
capabilities of the platform as it is about the process an organization puts in place for
specific data-policy management and governance. Who has access and can modify
the data is not part of just data protection but also procedures; for example, when
an employee leaves the organization and the effect this has on their data and the
responsibilities they once had.

The end goal of an organization is to have a security model that is consistent, easy
to understand, and reflective of the organizational policies. Dynamics 365 CE is just
one part of the application and security within other applications, such as Azure, Power
BI, and Office 365, where security within those applications also needs to be easily
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understood and documented within the overarching data policy of an organization.
Provided that security has been configured for the corresponding data policy of an
organization, users should be able to complete their role within the system with no
hindrances or error messages preventing them from completing a task pertinent to their
role. They would not have access to any records they do not need.

Security needs to be designed such that it makes sense to give access to an
organization-level record such as an Account, Contact, and related data. It makes no
sense to hide these types of records, as duplicate records would be created in their stead,
leading to more data-governance issues. Also, conflicting child records, such as leads
and quotes, creates multiple incorrect records. This example is the result of a poorly
designed security model. Achieving a balance of giving enough information without
providing too little or too much is the principal goal of security model design within
Dynamics 365 CE.

Designing a security model can be started in several ways. A discussion of what
distinct roles within an organization can do and should be able to do can help define the
security roles within the organization. This can then be documented by an organization
using Microsoft Excel or even Visio with a simple table or diagram of privileges and
access levels, each sheet denoting a business unit. This can be created together with the
implementing organization’s key stakeholders and begins the design of the system with
the “Privacy by Design” paradigm that is one of the main goals of data protection and
the GDPR.

The following sections will review the constructs available within Dynamics 365 CE
that will give organizations the capability to create a robust, privacy-led design that allows
users to complete their tasks and gives users the data they need, when they need it.

Business Units, Teams, Users, and Field Security

Users within the system should have access to everything they need so they can achieve
their role within the organization. Having a privacy-by-design approach when designing
the application is normally best achieved by constructing the structure first through
business-unit level.
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Business units within Dynamics 365 CE can mean many different things, but their
primary purpose is to create a security context. They are logical groupings of users that
segregate access levels based on their hierarchical structure. Common examples of
logical groupings include departments, regions, or sections within a company; however,
it is important to note that an organization’s hierarchal structure shouldn’t be reflected
in the business-unit structure as standard, and the security design and access to users
and their roles should be considered first.

All organizations have a root business unit. This is created when a Dynamics 365 CE
Organization is created, and it cannot be deleted. A new layer of “child” business units
can be created, which would have their “parent” defined as the root business unit. An
example would be “Library Association” as the root, and then divisions underneath as
“United Kingdom,” “Australia,” and “United States.” In this example, the divisions are
based on geographical information.

Those child units could then be “parents” to other children business units. This
relationship is a standard hierarchy with parent/child concepts. In the preceding
example, “United Kingdom” could then have “Marketing,” “Sales,” and “Support”
business units all pointing to the “United Kingdom” parent. A similar structure could
also apply for the “Australia” and “United States” business units. For this fictional
organization, the Library Association would then have a security model based on
geographical division. For other organizations, it could work in the same or a different
way, using the same parent/child concepts (Figure 4-1).

Users are assigned a specific business unit and can only be in a single business unit.
This causes challenges when allowing access to records outside of their business unit,
which is often overcome with teams, covered later in this chapter. An example would be
user John Smith, who is based in the UK marketing department. John is placed within
the “Marketing” business unit, which is a child business unit to the “United Kingdom.”
Ava Jones, sitting in the UK office, is a CEO and would instead sit at the United Kingdom
business-unit level, as she requires oversight of all divisions of the UK office.
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Root Business Unit
(Organization)

Child Business Unit Child Business Unit Child Business Unit

Child Business Child Business

Child Business Unit Child Business Unit Unit Unit

Child Business Unit

Figure 4-1. Business unit parent/child structure within Dynamics 365 CE

Security Roles

Security roles are a specific set of privileges and levels of access. Dynamics 365 CE comes
with a list of predefined roles, e.g., “CSR Manager” and “Marketing Manager,” which can
be found in the “Further Reading” section at the end of this chapter.

Privileges are an action a user can perform on the record. These are summarized in
Table 4-1.
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Table 4-1. A List of the Diverse Types of Privileges within Dynamics 365 CE

Privilege Name

Description

Dependencies

Create

Read

Write

Delete

Append

Append To

Assign

Share

A user can create a new record. Normally
accessed by clicking “New” or the

sub-grids

Access to see the record in lists, dashboards,
and other areas of the application

To make changes to a record

Makes the Delete button visible and gives

access to delete records

Adds another record to the current record as a

child

Adds the current record as a child to another

Changes the ownership of a record to another

user or team

Shares a record with a user or a team and gives
access to a specific record under a specific

privileges set

Needs to have Read access.
Note: If they do not have
Read access, a user can still
create for other users.

Needs Read access

Needs Read access

Needs Read access

Needs Read access

Needs Write and Read
access

Needs Read access (the
sharer and the share)

Based on these privileges, a user would have a set level of access based at the entity/

record level.

Those access levels are summarized in Table 4-2.

Table 4-2. Access-Level Summary

Access Level

Description

Basic or User

Local or Business Unit

Deep or Parent: Child

Global or Organization

User level only, and user only has access to records they own

child business unit

A user can see the records within their business unit only

A user can see the record within the their business unit, AND in the

Gives access to all records and ignores the business-unit hierarchy
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More information on privileges and access levels can be found in the “Further
Reading” section at the end of this chapter.

Security roles can be granted to users and teams. A user can have many security
roles, and the same applies to a team. Security roles, however, are only available for
users and teams specified within the business unit local to the user or team. If a user
is at the “United Kingdom” level, and a security role is made at the business-unit level,
the “Australia” business unit will not be able to apply for the same security role. Upon
security-role creation, a security role is copied to all child business units that the role
was originally created at. This means, in this example, the role would be available at all
child business units of “United Kingdom” and be available for “Marketing,” “Sales,” and
“Support” within this parent unit. These are referred to as inherited roles and cannot be
modified.

The same functionality applies to teams. Only security roles available at the applied
business unit directly linked to the team can be applied. Teams, however, have the
additional functionality of allowing team members from other business units to join.
Teams will be covered in the next section.

It would be useful to review a standard security role that Dynamics 365 CE
comes with upon creating an organization. This is a good task to complete in a trial
environment yourself as a reader, reviewing the same screens while reviewing the
section.

Task: Review a standard security role within Dynamics 365 CE. Open the CSR
Manager role within the “Security” area of the settings within the Classic UI (Figure 4-2).

['3 | Security Role: CSR Manager Waorking on solution: Default Solution
Detalis Core Recorgs Mariketing Sales Sarvice Business Managamant Senvice Management Customization Missing Entities Business Process Fiows Custom Entities
Entity Create Read Write Delete Append Append To Assign Share
Account [ ] L ] [ ] [ ] [ ]

ACIViewMapper o] [ ] o o

Action Card o) ° o

Action Card User Seftings

Activity ® *] - - (] 1] L
Agvanced Similarity Rule o C o Q @

Announcement L J L L ] L ] L ]

Appication File O [ @ (o]

Category O L} 8 L J [ ] o

Connection [ ® [ L ] ®
Connection Roie o L o o O D

Contact [ L ] [ L ] ®

Figure 4-2. CSR Manager security role, which comes standard with Dynamics
365 CE
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The role displays the privileges at the top of the table, which are denoted by the
icons. The more progressively complete the circles are, the more access they have.

e Users with only this security role will be able to see all Account
records within the organization (shown by the full green circle,
showing organization-level privileges regardless of business unit).

o The user can only create Account records under their user (as
opposed to creating an Account record owned by another user). They
can also only assign records they own.

o Inthe Service tab owned by the Case entity, the user can create a
Case record under the user of anyone within their business unit.
They also can delete a Case owned by any user within their current
business unit and any child business units (Figure 4-3).

Details = Core Reconds Marketing = Sales | Service Business Management = Service Management = Customization Missing Entities = Business Process Flows ~ Custom
Entity Create Read Write Delete Append  Append To Assign Share
Aticie o ° L] ® [ ] [ ]
Article Template L e L ] L ] L ]
Bockable Resource ® ® ] ® L ] [ ] ®
Bookable Resource Booking ) L ] "] [ ] ® ® &
Bookable Resource Booking Header L ] L ] "] [ ] ® [ ] &
Bookable Resource Categary L ] ® "] ® L ] L ] @
Bookable Resource Category Assn o ® ] [ ] L ] L ] ®
Bookable Resource Characteristic ® ® - ® ® ® ]
Bookable Resource Group ® ® ] ® ® ° ]

" ® v ] ] »
Case ® ® v ® ® o :_I
Craracteristic L ] L ] ] [ [ [ ]
Corttract ® L ] O ] ] [*] ]
Contract Template @ L ] O [ ]
Knowledge Article v L ] *] *] [ ] [ ] [*] @
Knauladne Articls Viewe L] e (¥ (*] a a - [ ]

Figure 4-3. CSR Manager privilages, which comes standard with Dynamics
365 CE

Every record type within the system is defined as having a privilege, normally under
the access conditions just specified. There are some special types of privileges that are
covered under specific sections of the security role. These normally have only two levels
of access: Organization or None. An example of this is within the Service tab in the CSR
Manager role under “Miscellaneous Privileges” (Figure 4-4).
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Rating Mode L ] ®
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Miscellaneous Privileges
Approve Knowledge Articles ® Publish Articles [ ]

Publish Knowledge Articles ®

Figure 4-4. CSR Manager security role, special privilages, which comes standard
with Dynamics 365 CE

Creating a brand-new security role can be complicated, but it is the most secure way
of ensuring an organization has enabled all privileges at the correct access levels. Many
organizations will copy a similar type of role that has basic access and modify it to enable
an easier transition. This is a great exercise for practicing; however, if used in production

environments, the roles must be thoroughly tested for their permission set.

Testing Security Roles

Regardless of how the security role is created, within the implementation it is imperative
that roles be tested based on the original documented security diagram and model.
Simple user stories and acceptance criteria can be created for each privilege upon each
entity in each role. They can then be grouped by role and by the entity to perform the test
cases in a singular session.

It is important that testing is performed per security role so that any potential error
or flaw in the security can be found immediately and be isolated. Then, testing can occur
for combinations of roles, where they will be utilized within the initial implementation
as a “real user.” Testing this extra step can find any flaws in the security-model design
at the user level and not role level. Security roles are additive; roles will never remove
privileges, only add to them.

When testing a security role (singular) or security roles for a user, ensure you are not
a system administrator and that you have multiple user accounts set up within the tenant
to allow for switching between system admin roles (to change other users’ privileges)
and the roles you are testing.
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Teams and Ownership

There are two different types of record ownership within Dynamics 365: user/

team ownership or organization ownership. Teams are groups of people across the
organization that can have ownership of a record. Having a team “own” a record gives
access to multiple users across those different business units based on the security roles
that the team has. When a user opens a form, Dynamics 365 CE evaluates their access
level and privileges upon that record. This information can come from security roles
directly from the user, a team, record sharing, or access teams. The evaluation of these
then concludes in the totality of what a user has access to within the application. This
information is cached locally in the browser and is made invalid every time a user record
is updated or their roles change to reduce loading times (Figure 4-5).

User Record
Security Roles

Access Teams Sharing

Security Roles

Figure 4-5. Where security roles are used within Dynamics 365 CE
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Teams are assigned to a business unit. They can, however, contain users who exist
across multiple business units. An example includes a “Conference 2018 Team” that
has been created in Dynamics 365 for the Library Association organization. Both Ava
and John can be a part of this team, which is assigned the root business-unit level, even
though Ava and John are users in different business units.

System teams are created per business unit and are a special type of team that
cannot be modified and automatically log who is in a specific business unit at any one
time. Teams can be created by navigating to “Security” within the Classic Client and then

)]

navigating to “Teams.” Clicking “New” brings up a blank Team record. The following

fields can be completed (Figure 4-6):
e Team Name: The name of your team

o Business Unit: The business unit of your team; governs security roles
available to apply to the team level

¢ Administrator: Named user that can be accessed in workflows

o Team Type: Owner or Access Teams. This section is referring to
owner teams. Access teams will be discussed in the next section.

Once created, owner teams can “own” records just like users own records, giving the
specific privileges from the team to those users included within the team for that record,
on top of any other privileges they have at the user level (meaning the least restrictive
layer). It is important to know that with owner teams all users within that team are
granted the same level of access. If the team members require a different level of access,
access teams will be more appropriate.
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!!! Dynamics 365 Settings ~ | Security New Team
BHsave [ saveaclose =+ New [E FORM EDITOR
TEAM
4« General
[x) Team members v

Full Name Bus

Figure 4-6. Creating a new team in Dynamics 365 CE

Select “Manage Roles” on a team to change the security roles of the team that are
applied to all the members within that team. The members can be reviewed in the Team
Members sub-grid, as shown in Figure 4-7.

Figure 4-7. Team record within Dynamics 365 CE
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Testing Teams

It is important to test security roles within team structures. Team structures are designed
to give users an extra level of privileges they do not normally have at the user level. It
will take more effort to design such tests as you must specifically give the testing user an
original role with limited access so you can verify that the access granted by the teams
access is being applied correctly in all scenarios relevant to the organization and the
security model.

As mentioned in the previous section, using teams gives users the capability to
access records that are owned by a different user in a different business unit. This is one
of the most useful aspects of a team; however, teams also can impact the security design.
It is an important aspect of testing.

Sharing

Sharing is a privilege available to users so they can share the record specifically with
another user or a team. Depending upon the access levels, users can share records they
own, the business unit owns, the business unit and their children own, or any record
within the system. Sharing should be used with caution as it allows users to get around
the designed security model. For this reason, it must be ensured that sharing privileges
are set to a minimuim, if at all. Sharing is an access right given per entity; to restrict this,
set this to “None.”

When sharing a record, a share is also created for the child records behind the scenes
associated with that parent. This could cause obvious security risks. When a record is
initially shared, and the cascade of child-record shares occurs, if the original share is
modified, the child shares are not updated, and there can be different privileges set on
the parent and its children. This can naturally get hard to manage and be confusing for
users. (To remove the shares of the children, the original share must be removed.) This
result of sharing has been documented to cause notable performance degradations
on the Dynamics 365 CE environment due to the increase in the size of the SQL table
holding this information behind the scenes.

There are many alternatives to sharing that should be considered before allowing
users the ability to share. This includes managing sharing with access teams, covered
in the next section. Access teams, for example, allow for a more flexible level of sharing
that can be managed more easily and is visible to administrators. One can also reduce
sharing with individual users and instead share on the team level.
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Figure 4-8. Sharing within Dynamics 365 CE
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To share a record, if the user has permissions, navigate to the record and select

“Share” (Figure 4-8). This is normally found on the action menu of a record. The user will

then see a pop-up giving them the ability to share with a user or a team. They then select

the privileges they wish to grant. A user who is sharing cannot grant another user or a

team higher access levels or privileges than they already have. Once a record is shared,

those who have received their share will be granted any additional privileges to the

record they did not previously have (Figure 4-9).

Share contact

Choose the users or team you want to share the contact with, and give them specific permissions.

Common Tasks 1 ) Write

£ Add User/Team [5]

X Remove Selected
Items

+ Toggle All
Permissions of the
Selected Items

[2) Reset

Delete Append Assign
@] =] @]

Share Cancel

Figure 4-9. Specific sharing privileges within Dynamics 365 CE
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Field Security

Sometimes a user needs to have read access to a record, but certain aspects of that field
should be restricted further as they should not have access to everything held at that level.
Field-level security can be useful here and can be built into the security model. Field-
security requirements can be easily identified as a column within the documentation of
the model’s metadata definition when designing the entities and can also be also added
to the security model. Field security adds an extra dimension to a security model that can
manage specific cases of sensitive data that doesn’t include the whole record.

Field security within Dynamics 365 allows an organization to restrict the Read,
Update, and Create privileges for a specific field on a record type using field-security
profiles. Users are applied to these profiles, allowing for granular access to these fields in
combination with their security role unionization (Figure 4-10).

Contact Method Any

8 Missed Invoices hkaAh

Figure 4-10. Field security hiding the value of the field on forms if not within the
security profile

To enable field security on a field and secure it, the field itself needs to be set to
“Enable” within the solution, as seen in Figure 4-11. By doing this, it restricts the access
of every single member within the organization except system administrators and those
who have a specific field-security profile related to this field.

Name™* |aG: ress2_name Searchable Yes b
[ Field Security ®) Enable Disable |
A\ Enabiing field security? What you need to know
Auditing * e Enable Disable

ﬁk This field will not be audited until auditing is enabled for the organization.

Description Type a descriptive name for the secondary address, such as Corporate Headquarters.

Figure 4-11. Field Security option on the field definition
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Task: Create a field-security profile.

1. Navigate to the Classic UI » Settings » Security.
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2. Select “Field Security Profiles” and then select “New.” Name your

profile (Figure 4-12).

H k& saveanaciose g dyActions ~

I Field Security Profile: Campaign Restriction

L General

Field Security Profile : Inf... 4 General
L Genera
Name *

Related Description
¢ Members:

2% Teams

& Users
¢« Common

g, Field Permissions

] Audit History

Figure 4-12. Field-security profile

Campaign Restriction

In the profile, there is a section called “Members.” These are the

teams and users granted the permissions within the system to

have specific access (Read, Update, or Create) to the secure field.

3. Add a user to the new profile.

Under the Field Permissions tab, all the fields with “Field Security”

enabled are displayed. Selecting the field allows a user to specify

what permissions they want users within this profile to have upon

the secure field. The field permissions can be seen in Figures 4-13

and 4-14.
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Field Secunity Profile: Campaign Restriction Working on sox
% Field Permissions

Field Security Profile : Inf.. P4 %t
L Genernl
O | Name » | Display Name | Type | Entity 4 | Read | update | create |
e opendeals Open Deals Whole Number Account No
4 Members:
&t Teams openrevenue Open Revenue Currency Account No
& Users
G msdyn_pricelist Price List Lockup Agresment No No No
msdyn_taxable Taxable Two Options Agreement No No No
() Audst History
msdyn_pricelist Price List Lockup Agreement Boge.. Mo No No
msdyn_gtytobill Quantity To Bill Floating Point M.,  Agreement Bogk., Mo Ne No
msdyn_quantity  Quantity Floating Point N...  Agreement Book.. No No No

Figure 4-13. Field-security permissions

4. Configure a field permission by selecting “Field Permissions” on
the right-hand side of the profile, selecting the field in the table,
and clicking “Edit”

Edit Field Security

Change permission for the selected fields

Allow Read
Users can view this field

Allow Update
Users can change the information in this field

Allow Create

Users can add information to this field when the
record is created

Figure 4-14. Field-security privileges

Organizations can view and review their metadata and modify their security easily
by using the Entity Metadata Browser from the xrmtoolbox link within the “Further
Reading” section at the end of the chapter.
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Deployment

Security roles and field-security profiles can be deployed using solutions, which is

the recommended approach to deploying to different environments from the original
development environment (e.g., to QA, UAT, and production). This ensures the correct
records are utilized during testing periods and are modified and overwritten when
solutions are upgraded. Security roles and field-security profiles are two separate
components within Dynamics 365 CE and are not linked in any way.

Access Teams

In contrast to owner teams, which obtain their security clearance from the roles assigned
to the teams and from a team owning a record, the “basic” level of access gives team
members the capability to perform anything on the record just as if they owned it.
Access teams, however, do not own records; instead, it is very similar to sharing, where
individual records are shared with a team, giving specific access that can be reported on
and revoked.

Access teams are particularly useful if record-level access needs to be given that
cannot be planned (again, very similar to the use case for sharing). Access teams
allow a user to specify the privileges, and multiple teams can have different structured
permissions, allowing a “not one size fits all” approach.

An important note, however, is that access teams do not give the capability for
ownership of a record. This means views or reporting that is configured to allow the
record to appear in views based on the value in the “Owner” field will not apply to access
teams. This would need to be configured, which we will look at shortly.

To create an access team manually, often referred to as a user-created access team,
complete the same steps as for an owner team, except set the “Team Type” field to
“Access” as opposed to “Owner” (Figure 4-15).
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TEAM ¥
New Team =
4« General
T Conference Management Team Team memb
7H crmcat
Full Name
iz ) r @ --------------------------------------------------------
*Team Type Access

Figure 4-15. Creating an access team within Dynamics 365 CE

Access teams created by users allow team members to be added, and then the
team can be given access to any number of records. User-created access teams are
used in the same way as owner teams and sharing, giving access to individual records.
The difference between a user-created access team and an ownership team is that the
access team does not have defined ownership, nor does it have a security role applied,
and its main purpose is to use sharing across the team to define and limit the security
permissions on multiple records.

To create access teams per record, which are automatically created by the system,
a small amount of setup is required per record type. Similar to queues, an entity/
record type has to be enabled for use within access teams at the entity level. This can be
configured within a solution and in the entity definition (Figure 4-16).
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Figure 4-16. Within the entity metadata: Select the “Access Teams” control, save,
and publish

Access team templates allow for access teams to be automatically created per record
using sub-grids within that record. This is particularly important for collaboration
between users and to be able to dynamically provide access to a record that may be
outside of a business unit without giving a larger scope to the whole entity than is
necessary.

Task: Set up an access team.

1. Navigate to Security within the Classic UI and select “Access Team
Templates” (Figure 4-17).

2. Ensure arecord has been enabled for access teams (ensuring you
have permissions to do so or are in a trial environment) or that
you are using a record enabled by default, like the Account entity.

3. Create a new template for the record type just enabled.

4. Set “Entity” as the name of the entity selected in Step 2.
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Figure 4-17. Creating an access team template within Dynamics 365 CE

In the example in Figure 4-18, this would be the Case entity. (Only Account and
Opportunity are enabled out of the box). The “Entity” dropdown in the Properties
window, as seen in Figure 4-18, is populated based on the entities that have “Access
Team” enabled at the entity-definition level.

_ Team template I . ¥

New Team template

4 General
Name * Case Team Tempate Entity * Case
Description
Access Rights * Delete
Append
Append To
Assign
Share
¥ Read
¥ Write

Figure 4-18. Creating an access team within Dynamics 365 CE

5. Within the entity form, add a sub-grid with the data source
properties set in the following list and shown in Figure 4-19:

e Records: All record types
o Entity: Users
o Default View: Associated Record Team Members

o Team Template: <One created in previous step>
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Set Properties ? X

Set the List or Chart properties.

Matfie . et s

—MName
Label * Users
Display label on the Form

Panel header color | #F3F3F3

—Data Source

Specify the primary data source for this list or chart.

Records All Record Types v

Entity Users v

Default View Associated Record Team Members v

Team Template Case Team Template v
Edit New

— Al L0t
ditional-Oo

Display Search Box

Display Index 0

Figure 4-19. Creating a sub-grid to allow for automatically generated access
teams

It is possible to create more than one access team template and have multiple sub-
grids on the entity, creating different access teams based on specific permissions. This is
a way to manage the security privileges given at a specific record level.

6. Once completed, ensure the customizations have been saved and
published, then add a user to the sub-grid (Figure 4-20).
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Full Name Title

Sarah Critchley

Figure 4-20. Adding users into the sub-grid within the record

Adding a user will make a new access team; you add the users and remove them
using the sub-grid control within the form. The privileges the users are granted while
within that team is controlled using the team template. Adding a user initially makes a
new team dynamically. The team is not visible in views, however, but can be accessed via
Advanced Find by searching for teams with the “Access” type, as seen in Figure 4-21. The

name is a system-generated name; however, this can be renamed if required.

Records Colaborate Process Cata

D | Team Name 4 [ Business Unit :}
Conference Management Team crmcat
f1572390-8969-2811-39523-0022480149¢2+104d6337-8369-811-3953-0022480149¢2 crmcat

Figure 4-21. Advanced Find of the system-generated access team
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It is not recommended to modify the team template while it is in use; however,
sometimes this is required. If the template is modified, existing access teams will not be
affected and must be recreated. They can be recreated by removing all members from
the record and starting again, creating a new access team by adding the first user to the
record (Figure 4-22).

TEAM ~
f1572390-8969-e811-a95a-0022480149c2+104d6337-8a... "=

4 General

22480149c2+104d5337- Team members v

Full Name 4 | Business Unit

SYSTEM Sarah Critchley crmcat

Figure 4-22. System-created access team when the first user is added

Access teams are a notable example of record-based ownership security within
Dynamics 365 CE and are even used as standard within the Opportunity form in the
Sales Team sub-grid. They should be considered within the security model; despite not
being related to security roles, they provide reporting capabilities to organizations to see
who has access to a given record above their set privileges at any time.

Hierarchal Security

So far, role-, record-, and field-based security have been discussed and demonstrated.
Setup is primarily achieved using security roles and teams. Dynamics 365 CE has an
extension to that current security functionality called hierarchal security. Hierarchal
security can be used in combination with the previous methods and allows, in some
cases, for a more “real-life” approach to security and how it is reflected within teams
through the managerial hierarchy in an organization.
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Managerial hierarchy is based on the manager and direct reports. Being a named
manager to a user gives the user referred to as the manager read, write, update, and
append access to the user’s data as if it was their own. (They must have read access as an
initial privilege.)

This type of access is only available within the same business unit. The subordinate
and the manager must be within the same business unit or a child business unit,
which is in contrast to positional security, which can be across multiple business units.
Positional security is a custom version of hierarchal security. It also includes the concept
of non-direct reporting lines when there are more than two levels of the hierarchy.

Parent
Business Unit

Manager

Child Business
Unit

Figure 4-23. Managerial security across a single business unit or child
business unit

Managerial is shown in Figure 4-23, and positional is shown in Figure 4-24; only one
can be utilized. They are both set up in the same place within the system.

Parent Position 2 Parent
Business Unit 1 Business Unit 2

Child Business Position 1 Child Business
Unit 1 Unit 2

Figure 4-24. Positional security across multiple business units
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Task: Set up hierarchal security.

1. Navigate to Hierarchal Security screen from the “Settings” area
within the Classic Client (Figure 4-25).

£ save and Ciose X Discare

Hierarchy Security
Configure hierarchy security. including enabling hierarchy modeling and selecting the model. You can also specify how deep the hizrarchy goes, and specify the entities to exclude from 2 hierarchy.
Turn on Hierarchy Modeling

Enable Hierarchy Modeling

Select Hierarchy Model

Manager Hierarchy Custem Pesition Hieranehy

Configure

Hierarchy Depth 3

Select entities to exclude from the hierarchy
shle Entities Excluded Entities

Account

Account Project Price List

Action Card

Activity

Actual Remave
Actusl Data Export (Deprecated)
Ad

Ad Placement

4 »

Figure 4-25. Hierarchal security setup within Dynamics 365 CE
From this screen, shown in Figure 4-25, you can select either “Manager” or
“Positional Hierarchy” and then configure the depth and the entities to not include.
2. Select “Managerial” or “Positional” Security.
3. Configure the depth (if you selected positional).

4. Select which entities to exclude by moving the entities from
left to right.

Not including an entity within the model means this will
not be given any extra privileges through this structure, and
those records would need to be reliant on other parts of an

organization’s security model.
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Once the managerial hierarchy is set up, all that needs to be done
to complete this setup is to set the managers up within the user
record.

5. Navigate to a record (form or view) and select “Change Manager”
(Figure 4-26). Another user within the same business unit can
then be selected, and this is saved as the “Manager,” giving them
the elevated security privileges referred to earlier in the chapter.
4

s MANAGE ROLES &% JOIN TEAMS g CHANGE BUSINESS UNIT __see

<= Change Manager

o Change Position

=P Open Mailbox

9 Geo Code

/* Send Direct Email
@' Share Secured Fields

& Email a Link

S ASSISTAT % Unfollow TEAMS

»
i~ Run Workflow -
5 eam Name

[¥] start Dialog

Article Review Team
n:: Word Templates »
[¥) Run Report »  :rmcat
& Form Editor

{B Team

Figure 4-26. Changing a manager position on a user record

By selecting “Custom Position Hierarchy,” a user can define the positions within that
hierarchy. They can select “Configure” (once saved) or navigate to “Positions” from the
security sections of the sitemap in the Classic Client.

1. Select either “Configure” within the previous screen or “Positions”
as seen in Figure 4-27 from the “Security” section of the Classic
Client sitemap.
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Figure 4-27. Setting up positions within Dynamics 365 CE

2. Click “New” to create a new blank Position record. You need to
name this position, select the parent (multiple positions can refer
to one parent; multiple users can be within one position), and
save the record (Figure 4-28).

POSITION

New Position =

4 General

CEO Users in this position ~

Full Name Position

Figure 4-28. Setting up custom positions hierarchy

In the example in Figure 4-29, three positions have been created:
CEO, CTO, and Technical Director. Selecting the hierarchy symbol
on the left-hand side within the Position view opens up the
hierarchy view to see the structure that has been created.
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O | name Parent Position
& | ceo
& co CEO
& | Technical Director CTO

Figure 4-29. Hierarchy View button within a view

The Hierarchy view, as shown in Figure 4-30, can give you a high-
level overview of the current positional hierarchy, allowing you to
easily make modifications, especially when initially creating the
positions.

c10

“: CEO of

Soocr

Tachrical Cirector

Technical Director (=1

Sechrucal Director

Figure 4-30. Visualizing the positional hierarchy

The final setup task is to assign the positions created to users

within the system.
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3. Navigate to a user record and select “Change Position,” and then

choose one of the positions from the view. This can be seen in

Figure 4-31.
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feam Name
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Figure 4-31. Assigning a position to a user (a user can only have one

position)

Selecting “Change Position” gives you the choice of the positions created in the

previous step, shown in Figure 4-32.

s Uj

365 CH
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s 365 CH
29
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Kbl

Change Position x

Figure 4-32. Selecting a custom position for a user
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Positional security works in the same way as managerial security as far as the
security rights it gives the reporting managers of those subordinates. It is important also
to be aware that the manager’s access extends to records shared with the subordinates
and is inclusive to the records owned or shared with a team that the subordinate record
is part of. This is critical about awareness and what the managers have access to and the
extension of the reach through managerial and positional security.

Summary

To summarize, this chapter has covered the basic security concepts of Dynamics 365 and
how to get started creating a security model. This includes business-unit structure, the
application of security roles to users and teams, and field security. Dynamics 365 CE has
an extensive security structure capable of allowing a combination of role-, record-, and
field-based security. This can be taken advantage of by organizations to give them the
capability for compliance with required data security and governance policies.

Chapter Tasks

At the end of every chapter, there will be a section that gives up to ten suggested tasks for
you to complete within Dynamics 365 CE. Completing these tasks will be based around
the topics covered within the chapter and is aimed at expanding practical knowledge
and application regarding those topics that goes beyond reading about them.

1. Create a child business unit for the root business unit.
2. Create a business-unit structure three levels deep.

3. Create new security roles (completely blank or copies of standard
security roles) in each business unit, particularly paying attention
to the propagation to child business units.

4. Create a new owner team.

5. Create an automatically generated access team.
6. Setup field security for a field on the Case entity.
7. Setup managerial hierarchy.

8. Setup custom positional hierarchy.
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Further Reading

Security and Security Roles (Microsoft, 2018). URL: https://docs.microsoft.com/en-
us/dynamics365/customer-engagement/admin/security-roles-privileges

Security Overview including a PDF by Microsoft on Scalable Security Modelling with
Microsoft Dynamics (Microsoft, 2018). URL: https://docs.microsoft.com/en-us/
dynamics365/customer-engagement/admin/security-concepts

Entity Metadata Browser (Microsoft, 2018). URL: https://docs.microsoft.com/en-
gb/dynamics365/customer-engagement/developer/browse-your-metadata
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CHAPTER 5

Field Service and
Resource Scheduling

Dynamics 365 CE includes an extensive field service application that gives organizations
the ability to create work orders and schedule resources for those work orders to be
completed on site. The field service app provides the capability for asset management,
inventory adjustment and management, and scheduling the resources using a detailed,
easy-to-use scheduling board. The field service app shares a component, Universal
Scheduling, with the project service automation application, also available within
Dynamics 365 CE. Universal Scheduling is available to any organization, provided at
least one of these apps is licensed, and gives the capability for anything to be scheduled,
including custom entities. This increases the available scope within organizations,
allowing them to create more-specific workflows around custom components.

The field service app provides offline capability through the support of Resco.
net inbuilt features that give engineers peace of mind that they do not have to rely on
connectivity to complete work within the app. The app is also capable of managing stock
and products so that an organization can manage the full end-to-end lifecycle of an
engineer’s needing parts to use and bill for on site.

This chapter will focus on the essentials of field service (Figure 5-1). These essentials
are how to get started, create work orders and bookings, and use the scheduling board.
The chapter will then take a deep dive into the mobile application and how an on-site
staff member would set up and complete an assigned job. The end of the chapter will
cover some specific functionality that supplements the basic lifecycle of a work order.
This chapter will give you enough essential knowledge to be confident in the theory and
practicality of getting started with the Dynamics 365 field services app so other resources
can be investigated for specific use cases and configuration.
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Figure 5-1. An overview of the core process within the field service application

Roles Within Field Service

Field service functionality assumes there are distinct roles during the lifecycle of a work
order. Beginning from the origin of the work order, which could be a case, opportunity,
or even result from another work order, the role of the user creating the work order can
be different. It could be support staff, a sales person, or another field engineer. Once a
work order has been created with basic information, it is then up to the user in the role of
the dispatcher to complete any missing information and schedule resources to complete
the work required. The dispatcher is essential to the scheduling of bookings based on the
current workload of the available resources and is also the final say as to what is being
booked. There are automated engines to suggest the most appropriate times and display
these in priority order. The booking itself is completed by the dispatcher and managed
from the schedule board. One of the primary reasons for this is because booking a work
order is not the only scenario that requires management; there is also reorganizing and
changing the work orders and providing field support to the engineer on site should they
require it. Dispatchers also manage the completed work order, passing the record over to
back-end staff, e.g., inventory or finance management, to bill the customer.

Organizations often have conflicting requirements for the dispatcher role, as they
often want to omit this role and offer appointments externally to customers to book.
Also, organizations want to be able to automatically optimize the scheduling regularly.
There are two challenges with these requirements that are worth briefly discussing.

The challenge with offering appointments externally is that it removes the ability to
optimize the resource based on both preference and utilization. The functionality would
be best approached by adding custom statuses for resource bookings, but this still would
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require customization to find and locate a resource to see if the appointment is still
available and book them in. It would also provide conflict if the resource booked were to
reject the order.

The second issue as far as being able to optimize is that the scheduling engine
considers many pieces of data about the related work order and customer, including
their preferences. It also includes location optimization by not suggesting people
outside of a set radius, as well as by suggesting a particular resource that matches the
skills the work order requires and has the availability. Meeting customer preferences
may not result in also meeting optimization targets for users, nor take into account their
previous location before that appointment. Organizations need to be able to prioritize
what is the most important element within the scenario, which further demonstrates
the helpfulness of having a user in the dispatcher role, as they can make those decisions
based on the resources suggested by the system. More details on the roles within the
field service application can be found within the “Further Reading” section at the end of
this chapter.

In summary, the dispatcher is a prominent role within the field service app for
use with the schedule board. If this is functionality or a role that doesn’t fit with the
requirements or model of a company, there will likely be extra customization involved.
That said, automatic scheduling is possible without the dispatcher. However, it does
not come with the field service app as standard and is an extra, licensed solution. It
provides the ability to schedule open work orders automatically based on the arguments
referenced in the previous paragraph. It is not covered in this book; however, details can
be found within the “Further Reading” section at the end of this chapter.

Setting Up Resources

Resources are what is referred to within Dynamics 365 CE as a bookable resource. The
terminology is careful in relation to what this resource can be referring to, as it does not
necessarily mean it is a human being. A bookable resource is often referred to as a field
engineer, but this could mean any sort of human being that is bookable for any task and
doesn’t have to be one with parts or the standard “engineer in a van.” It can also refer to a
drone or a piece of automated equipment that can be booked and scheduled.

A Resource record is where administrative information about the resource is set,
such as defining the starting point of the resource for jobs, if time-off requests should
be approved, and if they should be displayed on the schedule board and included in
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availability searches. This information is set per individual resource and can be different
per bookable resource.

Resource roles are associated with a resource and are roles that will be required
in order for a work order to be completed. These roles are something specific that a
bookable resource will have proficiency at based on their skills and the skills defined
within the expected role.

Task: Create a new resource role.

1. Navigate to the “Resource Scheduling” section of the Classic UI,
select “Resources,” and click “New” (Figure 5-2).

- _ L _ _
Reicnre Schecling

Scheduling ools Settings

Figure 5-2. Navigate to “Resource Scheduling” and click “Resources”

2. Setthe Resource Type to “User” or “Contact,” not entering any
other information, and use the default “Main” warehouse and an
hourly rate of an arbitrary value, such as $100 (Figure 5-3).

3. Enter atarget utilization based on the metrics (e.g., 80 percent
billable time out of 100 percent they are working) so performance
can be measured, as well as the specific billing type of this role
(e.g. isit a free role or a chargeable role).
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:::::

Figure 5-3. Set the Resource Type to “User” or “Contact”

4. Save the record.

5. Navigate to “Resource Roles” and add some skills to the role using
the plus button in the sub-grid, shown in Figure 5-5.

4+ NEw |{[ DELETE ~ e EMAILALINK ~~  [F] RUN REPORT ~ EXCEL TEMPLATES ~ @L, EXPORT TO EXCE

+ All Resource Roles v

O | Name A
Project Manager

Team Member

Figure 5-4. Adding a new resource role

If this is your first time in the field service app, there will be no skills set up. This
is an appropriate time to create new skills and get used to the process (Figure 5-5).
Alternatively, test data can be imported, which is highlighted at the end of the chapter.
While the sub-grid referrs to skills, they are based on the Role Competency Requirement,
which references a separate Skill record and what level this skill must be for this role.
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BOOKABLE RESOURCE CATEGORY : INFORMATION

Field Engineer =

4 General
Name* Field Engineer
r* & Sarah Critchley
Target Utilization 80
Jilling Type Chargeable
Skills
Name | Rating Value | Created On

Figure 5-5. Resource role being created with associated skills

6. Select “New” on the “Skills” lookup dropdown list, as displayed in
Figure 5-6. This will open a new window.

7. A new window will open called “Characteristic,” which is
essentially the skill being populated. Set the “Characteristic
Type” as a skill not requiring approval. When creating a skill, the
proficiency ratings are already created. These can be removed,
and a specific (custom) proficiency rating can be used for the
organization if required. For this chapter, we will be using the
standard proficiency system.
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Figure 5-6. Using the Quick Create form to create a new skill

8. Save the record

9. Select this as a skill for the resource role on the Quick Create form,
which should still be open from the previous step, as shown in
Figure 5-7.

Hsave [Psaveaclose 4+ New  [E FORM EDITOR X
CHARACTERISTIC : INFORMATION

New Characteristic =

« General

Smoke Alarm Maintenance ASSISTANT

*
wner & Sarah Critchley

There are currently no actions waiting to be completed.

Figure 5-7. Creating a new Characteristic record (skill)
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A resource role has now been created that has some skills at specific proficiency
levels (Figure 5-8). These are the levels of the skills a resource would be matched
against when being mapped against a work order where this role is required. This role is
associated with a resource.

Quick Create: Role competency requirement x

Figure 5-8. Setting the proficiency for the skill required

You can repeat the steps starting from Step 6 to create another skill associated with
the bookable resource. This creates a specific set of skills that are associated with this
bookable resource category. This category is associated with resources within the system
to create a specific level of skills the organization requires for certain roles (Figure 5-9).
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BOOKABLE RESOURCE CATEGORY : INFORMATION

Field Engineer -=

4 General
Name * Field Engineer
wner * & Sarah Critchley
EESERDIIONE =090 0 0 it i s e e G T S e e S e S e i e R S
Target Utilization 80
Billing Type Chargeable
T skills
+
Name 4 | Rating Value | Created On |
Skill - Boiler Maintenance Proficient 6/9/2018 9:07...
Skill - Smoke Alarm Maintenance Good 6/9/2018 9:06...

Figure 5-9. A resource role with two associated skills of different proficiency levels

Schedule Board

The schedule board is at the center of the field service app. The schedule board allows
users to see unscheduled items (including work items or requests for work); schedule
those items; see the resource list, resource times, and current schedule; check out
distances on maps; and filter the data extensively. This section will cover how to get

started using the schedule board.
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Connecting to Maps

Before the schedule board can be utilized with maps, this functionality needs to be
turned on. Navigate to Scheduling Settings from the “Resource Scheduling” section of
the sitemap within the Classic UI and set “Connect to Maps” to “On” (Figure 5-10).

Q Seheduling Paraneters

SCHEDULING PARAMETER : INFORMATION

Figure 5-10. Connecting the schedule board to maps within Dynamics 365

Schedule Board Functionality

Let’s get started setting up the schedule board.

1. Navigate to the schedule board via the Classic UI and select
“Schedule Board.” The board is going to look blank at this stage,
but on the left-hand panel, the resource created in the previous
steps should be visible (Figure 5-11).
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DD

Bocking Reguieerts

Figure 5-11. Schedule board in field service app with no scheduled items

A resource can get booked under the following conditions:
o There is a resource requirement created that is open.
e Anunscheduled work order exists.

o A project exists (this is not covered in this section and is related to the
Project Service Automation App).

A resource requirement is a generic piece of work that is covered under the “Resource
Scheduling” section of the sitemap within the Classic UI and is a way for a requirement
to be made within the system and then have a resource booked against it (Figure 5-12).
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Service

Scheduling Tools Settings

Resources Schedule Board Organizational Units
E Resource Roles m Work Hours Templat...
| AL

Marketing Field Service

Resource Skills Ii Booking Statuses

Proficiency Models Requirement Statuses
/|

Resource Requireme... Priorities

rements | E Administration

Figure 5-12. Creating a new resource requirement

Resource Bo

Resource requirements can be linked to work orders from a field-service perspective,
but there is not a requirement to - keeping a generic resourcing scheduling element the
feature and allows users to schedule a piece of work without a work order. Specific linked
items can be associated with a resource requirement, including skills and roles required
to fulfil that requirement. Inclusive of this are preferences and also specific organization
units. These links are used within the resource scheduling engine to suggest the most
available resource with the required skills (Figure 5-13).

EASOURCE RIGUEIMINT | BeICRMATION

Requires Maintenance =

+General

Hare # | Chuesctorintc | Rating Ve Besabic feoe + Preboreace Tye

= o + B | Profered Organtzation Unie + =
ASSETANT HOTES
e

Figure 5-13. A resource requirement and the associated items required that would
influence scheduling resources
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Task: Create a new resource requirement.

1.

Select the “Resource Requirement” item from the sitemap and

click “New!”

Name the requirement and select “From” and “To” dates inclusive

of today’s date.
Once the duration is set, save the record.

Associate the skills that were created in the previous section so that
the resource requirement is set up. This is shown in Figure 5-14.

RESOURCE REQUIREMENT : INFORMATION

Reqguires Maintenance =

4 General

Skills

MName 5 Characteristic | Rating Value
Skill - Boiler Maintenance Boiler Maint.. Good

Skill - Smoke Alarm Maintenance Smoke Alar, Proficient

ASSISTANT NOTES

Figure 5-14. A resource requirement with associated skills

5. Navigate back to the original resource requirement and go to the

Characteristic sub-grid.

Click “New” on “Add New Bookable Resource Characteristic”
that also matches these skills which are part of the resource

requirement (Figure 5-15).

217



CHAPTER 5  FIELD SERVICE AND RESOURCE SCHEDULING

BOOKABLE RESOURCE : INFORMATION =

Sarah Critchley =

Bankable Racriirera Charactarictic Aceneiaterd View
Bookable Resource Characteristic Associated View ~

+ ADD NEW BOOKABLE RE.. [ BULKDELETE ol CHARTPANE ~ [ RUNREPORT »  [JUEXCELTEMPLATES = D), EXPORT BOOKABLERES.. =

| Rescurce 4 | Characteristic & | RatingValue | Created On |

Figure 5-15. Link a new bookable resource requirement

Adding this specifies that the resource being booked for this requirement needs to
have these skills associated with their record (Figure 5-16).

BOOKABLE RESOURCE CHARACTERISTIC : INFORMATION

New Bookable Resource Characteristic =

4 General
Characteristic™ Boiler Maintenance
Rating Value Proficient jo
Resource * Sarah Critchley

Figure 5-16. Associating an existing Skill and proficiency to the Resource
Characteristic record

Navigate back to the schedule board; there are two changes to the board. The section
“Open Requirements” now has the requirement made in the previous step and is waiting
to be scheduled, as shown in Figure 5-17.
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Figure 5-17. In the “Open Requirements” heading the new Resource Requirement
record can be seen

Clicking on the “Requires Maintenance” resource requirement highlighted in
Figure 5-18 opens the details regarding that record on the right-hand side. Again, this
is particularly useful so that the user, in this case the field service dispatcher, doesn’t
have to click to open a record and then navigate back to the schedule board. They can

perform the tasks from one screen.
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Figure 5-18. Resource requirement specification can be seen from the schedule
board
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Some field service dispatchers will still wish to manually book a specific resource.
This is possible by selecting the Book button in the center of the schedule board and
completing the details manually about whom the user wishes to book.

What this “booking” action is doing behind the scenes is manually making a
resource-booking activity record that is scheduled against the resource and the
regarding item (such as a work order, or a resource requirement record) being the item
selected. In this example, it would be the Resource Requirement record, but it could also
be a work order, for example (Figure 5-19).

« O B [«

Figure 5-19. Manually creating a resource-booking activity

To automatically suggest resources instead, select “Find Availability” on the specific
resource line, as seen in Figure 5-20.

[T T —— Cm Youn - e L

Figure 5-20. Selecting “Find Availability”

The scheduling assistant will suggest resources that match the requirements of the
selected item. There will be filters input automatically in the filter in the left-hand side of
the pane (Figure 5-21).
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Figure 5-21. The result of the system’s suggesting potential resources from “Find
Availability”
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Figure 5-22. The requirement can be dragged into the schedule board at the
specific time to book

The scheduling engine will highlight the unbooked time window in the resource
calendar, and the user can click the Book button to create a new resource booking. This
can be selected and dragged to another area if required (the system will suggest the first
available unbooked time), as shown in Figure 5-22.
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So far, this chapter has not discussed setting up working hours for the resource, or
the time available for the resource. This will be done in the next section. It is, however,
important to realize that scheduling can be achieved at its most basic level by setting
up the following steps:

¢ Have aresource.

e Theresource has arole.

o Therole has skills.

e Therequirement has a time frame.

o Therequirement has a specific role requirement.

Setting Up Working Hours for a Resource

Work hours are a piece of reference data within Dynamics 365 CE that specify when
aresource is working on a day-to-day basis. This is as simple as Monday to Friday, 9
a.m. until 5 p.m. Work hours for a resource are set up based on the record type being
used. In the example in this section, it is a user, but it could also be the Contact or
Equipment records. Work hours are a standard, older concept used in previous versions
of the scheduling engine. This process involves specifying the time frame a resource is
available.

Task: Set up working hours.

1. Navigate to the User record (or the record related to the resource;
e.g., a Contact record) and select “Work Hours,” which loads a
calendar. The default calendar is set so that a resource works 24/7.
This is not sustainable or realistic for resources, so it is important
this be modified.

2. Select “Setup” and select “New Weekly Schedule,” as shown in
Figure 5-23.
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Figure 5-23. Selecting “New Weekly Schedule” when creating Work Hours for a
Resource

3. Select “Set up Work Hours,” and a new screen will open that
displays the days of the week. Selecting “Set Work Times” opens
a second popup screen, where a user can set a configurable time
frame a resource works daily. This can be seen in Figure 5-24.
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Figure 5-24. Two new screens open that display the schedule and then specific
times

4. Change the schedule to 9 a.m. until 5:30 p.m., Monday to Friday,
and click OK button.
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Once saved, the change is reflected in the overall work hours calendar, as shown in
Figure 5-25.
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Figure 5-25. Changes reflected in the main calendar

Work hours are important as they affect scheduling and the schedule board. Navigate
back to the schedule board and the resource that was configured in the previous step.
The working hours are visible by the hours that are not greyed out (Figure 5-26). The
utilization is also affected by the amount of time considered to be working hours and is
based on the percentage set up earlier within the Resource record. This time frame is
considered when automatically scheduling or suggesting times.
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Figure 5-26. Greyed-out times on the schedule board indicate unbookable time

Map View on the Schedule Board

The map view is a particularly useful piece of functionality as it allows a dispatcher to see
exactly where a resource is and their destination point for a booking on a map (Figure 5-27).
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Figure 5-27. Map view within the schedule board
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Task: Use the map view in the schedule board.
1. Open the Resource Booking record made in the previous task.

2. Double-click on the resource booking (blue rectangle) on the
schedule board to open the record and then enter the longitude
and latitude of an arbitrary place in the world.

3. Save the record.

4. Open the map view, ensuring the resource booking (blue
rectangle) is selected. This will display the map and the location of
the work.

The map functionality begins to become useful once a resource location is known (by
default, this is set to the location from the previous job) as items such as estimated time
to the destination can be calculated. This can be used to estimate any delays for future
appointments based on the location of the resource and when they last checked in to or
from a timestamped activity.

Work Order Setup

Work orders are at the core of the business process within the field service app. Work
orders define a piece of work that needs to be done and scheduled. It can often link

to a Case entity that has been identified by the customer. The work order would take
the place of the Resource Requirement entity created in the previous step, except this
time the work order holds much more detail and context within the lifecycle associated
with field service. The Resource Requirement entity is a more generic bookable

item compared to the Work Order. This can be seen in Figure 5-28.
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Figure 5-28. Basic lifecycle of a work order within the field service application

Where an issue is reported, a case will be created from within the Customer Service
Hub app and be then converted to a work order. At the time of writing, within the
Unified Interface client, converting to a work order from a case is not possible without
customizations. However, while this capability is expected to be updated as part of
upcoming releases, it is still possible within the Classic UI. This can be seen in Figure 5-29.
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Figure 5-29. Converting a case to a work order available via the Overflow button
on the Case record

It is important to set up important configuration records before creating a work
order. This includes the service task types. Service task types describe tasks that need to
be completed on site by the resource and can be seen as a way of creating an action list
of tasks included as part of the work order.

Task: Set up service task Types.

1. Navigate to “Field Service” within the Classic UI »
“Administration” » “Service Task Types” and click “New.

2. Fillin the “Name,” “Estimated Duration,” and “Description” fields

(Figure 5-30).

3. Repeat these steps several times, creating different service task

types until you have an assortment of different records.
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SERVICE TASK TYPE : INFORMATION

Fix Boiler =
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Figure 5-30. Create a new service task type

Task: Set up priorities.
Priorities color code the schedule board based on the priority set. Priorities will also
be taken into account within the scheduling engine (Figure 5-31).

PRIORITY : INFORMATION

New Priority =

« General

High

Figure 5-31. Create a new priority with color coding

1. Navigate to “Field Service” within the Classic UI »
“Administration” » “Priorities and click “New.”

2. Fillin the “Name” and “Level of Importance” fields and set the
color by selecting one in the “Priority Color” field.

3. Save the record.

4. Repeat these steps, creating at least two other priorities with
different colours.
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The final piece of information that is required is the Work Order Type record. A work

order type is a category that the work order is linked to. The Work Order Type record

specifies rules, such as whether there should be a case linked and the associated price list.

Task: Set up work order types (Figure 5-32).

1. While still within the Administration area, navigate to “Work
Order Type” and click “New.”

2. Populate the “Name” field.
3. Specifyif a case is going to be required as part of the work order.
4. Add arelated price list (see Chapter 2, “Sales”).

5. Specify ifitis taxable (set to “No”).

It's important to highlight that a Work Order record will not always be associated
or created from a Case record. It could be created from a sales opportunity or from a

recurring agreement or schedule. If so, the work order type cannot be set to a type that

requires a case (incident) in the configuration.

WORK DRDER TYPE - INFORMATION

MNew Work Order Type =

s General

Figure 5-32. Creating a new work order type

Creating a Work Order

Now that the configuration records have been set up, it’s time to create a work order.
Task: Create a new work order.

1. Navigate to the Field Service Hub application » “Work Orders”
and click “New,” as shown in Figure 5-33.
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Figure 5-33. Navigate to “Work Orders” in the Field Service Hub application

2. Complete the following fields on the work order and save the
record (Figure 5-34):

e “Service Account” (populates the Address fields in the Address
tab)

e “Priority” (based on a priority created in the previous step)
o ‘“Instructions”
e “Work Order Type” (based on a type created in the previous step)

¢ Change “Taxable” to “No”
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Figure 5-34. Creating a new work order within the Unified Interface

The next action goes through adding the service tasks configured
in the previous step. Setting these on the work order will define
the tasks needing to be completed by the resource selected for

completing the work.

Note The “Service Account” field appears to be mandatory; however, this can be
changed to optional in the configuration area of Dynamics 365 CE. It does mean
the address details will not be copied through from the service account, and this
must be entered manually or through customization in other areas of the system.
This is particularly useful, as the address where the work is carried out may not
always be the address on the Service Account record.

Service tasks will be visible within the sub-grid that will become
available on the initial save action of the Work Order record.
Products can also be associated at this point, as can services.

231



CHAPTER 5  FIELD SERVICE AND RESOURCE SCHEDULING

Transactions Timeline
SERVICE TASKS
v | Name - Estimated Duration 11| % Com... I Al 4 Add New Work Order Servi...

Figure 5-35. Adding service tasks to a work order

3. Select the action button (“.””) on the Service Task sub-grid and
click “Add New Work Order Service Tasks” (Figure 5-35). A new
window will open, which is a blank Work Order Service Task
screen.

4. Associate the “Task Type” to a type created in the previous steps.
5. Add a description.
6. Confirm the “Estimated Duration” field is correct.

7. Click “Save and Close.” The previous work order should now be
visible, with the new work order service task added in the sub-
grid, as shown in Figure 5-36.
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Figure 5-36. Service tasks are displayed within a work order

8. Open the business process flow on the Work Order record by
clicking on the “Work Order” stage. Review the steps and confirm
all required steps have been completed. Move the record onto the
next stage, “Schedule Work Order,” by selecting “Next Stage.”
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Using the business process flow is good practice so as to know
which steps need to be completed and the lifecycle of a work
order.

In the previous section, we reviewed scheduling a generic
Resource Requirement record. Now, let’s look at scheduling a
work order.

9. Navigate to the Classic UI and select “Schedule Board.”

10. Click the “Unscheduled Work Order” list; it should have the work
order created from the previous step within the list (Figure 5-37).

Search A 1-2082 v

Open Requirements  Project  Unscheduled Work Orders

Figure 5-37. The work order is visible within the schedule board’s Unscheduled
Work Orders view

There are several different ways to schedule a work order
manually. One option is to click “Find Availability,” as we covered
earlier, which presents a list of resources available, with the
specific skillset required displayed in a list to the user. A user
could also drag the work order onto the board from the view
itself, or they could click and drag a time frame onto a resource
(Figure 5-38).
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Q Generic Resource
Q Sarah Critchley

Figure 5-38. Clicking and dragging a time frame to place a work order

11. To be presented with the availability of resources, navigate to the

Work Order view and click “Book” in the command bar (Figure 5-
39). This opens the scheduling assistant automatically with
pre-defined information. The user can tweak the changes on the
left-hand screen before selecting “Search.”

Q

4:00 PI

"y

L0000 - Burjoog aunosay Meas) a

Figure 5-39. Select “Book” on a selected work order to open the scheduling
assistant
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Scheduling in these examples is simply suggesting the available resources that match
the skill level of the requirements. This is the initial stage of scheduling. There is also the
option to optimize the route from the resources’ set start location to the resources’ end
location.

.....

>DDDDDDDD 5

Sawn

¥
<

Schedule Assistant - 00001

Figure 5-40. Being presented with resource options in the scheduling assistant

At the moment, the example shown in Figure 5-40 does not include location data
within the scheduling engine or the records. Scheduling in these examples is suggesting
the available resources that match the skill level of the requirements.

Important! This is where it is critical to set the work location on the work order, as
well as the resources’ work locations in the same space (Figure 5-41). Should a resource
and requirement (whether it is a resource requirement or a work order) not match
their work location, the scheduling engine will not suggest their availability. This was
highlighted in a previous release note for field service, which can be found within the
“Further Reading” section at the end of this chapter in the February 2017 Release Notes.
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Schedule Assistant - D001

Figure 5-41. Scheduling assistant with distances and travel time included

Once the work location matches, the directions and miles will be visible from the

maps and the resource schedule, as seen in Figure 5-42.
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Figure 5-42. Using the maps within the schedule board to see the different pins of
work orders

The radius in the scheduling assistant defaults to 20, which can be modified within

the Resource Scheduling administration settings, shown in Figure 5-43.

236



CHAPTER 5  FIELD SERVICE AND RESOURCE SCHEDULING

SCHEDULING FASAMETER 2 INFORMATION

Figure 5-43. Setting the default “Radius” value in the Resource Scheduling settings

The radius specifies how close the resource must be to the location specified within
the requirement (Figure 5-44). If they are outside of that radius at the time, they won’t be
suggested to complete this work order.

Figure 5-44. Changing the “Radius” setting within the search information on the
scheduling assistant

From a field engineer’s perspective, now that there are some bookings in the diary
for jobs with specific locations, the engineer, user, or contact can see the visibility of
these through the Field Resource Hub or through the field service app, which is linked to
the Resco.net service (Figure 5-45).
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The field service license through Dynamics 365, at the time of writing, includes a
limited license for the Resco.net service. This allows users to use offline functionality
through Resco.net and use the field service application by Microsoft, which interfaces
with the Resco.net functionality, rather than use the standard offline functionality
offered by the Dynamics 365 CE app.

Figure 5-45. Resource booking visibility available in the field service app

The field service app would be downloaded to the user’s device and configured
for the user (Figure 5-46). This enables them to select those bookings that relate to the
resource bookings booked in by the dispatcher role through scheduling, as seen in
the previous sections. Before this app can be properly used, there needs to be some
configuration set up, which has been documented and can be referred to in the “Further
Reading” section at the end of this chapter for more detail than covered in this chapter.
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Field Service - Dynamics 365
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Figure 5-46. Resco.net field service app

Task: Configure the mobile field service app.

It is important to note that there are no customizations being applied to the field
service application at this stage; we are simply installing and configuring it. For that,
the “‘Woodford’ solution needs to be installed and a minor setup completed. The “Setting
up the Mobile Field Service App” link within the “Further Reading” section contains
the template that needs to be imported into Dynamics 365 CE by an administrator to
continue to use the mobile field service application.

If the templates are not installed and published, an error will occur, stating that the
solution has not been imported and the functionality will not be accessible (Figure 5-47).
Ensure the steps have been completed as referenced in the documentation found in the
“Further Reading” section.

Booking

Cannot access Bookings because the default Woodford project is not installed. To install the
project, navigate to the Field Service solution documentation and download the Dynamics 365

template.

Figure 5-47. Error that will occur if the solution has not been imported
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Important! Ensure that when the template is imported the system administrator
role is also added to this list and the version of the project is set to the same as in

the app (Figure 5-48). The app version can be seen by selecting “About” within the
application.

Import Mobile Project B

Type
Standard User v
Name

Core Field Service Template|

Priority

0

Roles

Account Manager(crmeat)

CEOQ-Business Manager(crmcat)
Common Data Service User{crmcat)
CSR Manager(crmcat)

C Service R ative(crmeat)
Delegate(crmcat)

Environment Maker(crmcat)

Field Service - Administrator(crmcat)
Field Service - Dispatcher(crmcat)

Field Service - Inventory Purchase(crmcat)
Field Service - Resource(crmcat)
Knowledge Manager{crmcat)

Marketing Manager{crmcat)

Marketing Frofessionalicrmcat)

Practice Manager(crmcat)

Project Approver(crmcat)

LYY e

Save || Cancel

Figure 5-48. When the Woodford Solution is open, select the roles for the
application to be accessible to

To synchronize the changes made within the solution setup, click the Refresh button
on the application to pull the changes (Figure 5-49).

User Made Standard User

URL https;//crmeat.crmit.dynamics.com

Figure 5-49. Setting up the instance to the application—use the Refresh button to
connect
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The Resco.net mobile field service app interface is designed to be an easy-to-use
interface designed for people using the app on a phone or tablet device.

Once the template has synchronized, there is a clear change in how the app looks,
as you can now browse bookings via the day, week, or month, as shown in Figure 5-50.
Inclusive of this, you can see an agenda, which displays the current work for that day.
This is the same for both tablet and mobile.

c

Service

{8) Dwivoes .
i AGENDA DAY WEEK MONTH
;i“:-:i Accounts s
Bl List of Accounts 11/06/2018 10:00:00 Requires Maintenance
Committed Sarah Crischley

(1)) Contacts
M st of Contacts

e e
™ Work Orders
Figure 5-50. The Resco field service app, once configured, can see the agenda and

schedule for the users

Within the mobile field service application, you can open a booking from the agenda
and review its status Figure 5-51).
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Figure 5-51. A booking can be reviewed and opened within the app

Booking rules can be set up within the system to correctly set the booking based
on the organizational process. Work orders, as standard, are booked as the status
“Scheduled,” whereas booking rules can be set up within the system to change this to a
different status. Work Order records, as standard, are booked as “Scheduled,” whereas
Resource Requirements are “Committed.”

Users can use a filter and see different views based on these statuses. This is where
an approval gateway can be created so that bookings are not automatically scheduled
and are based on the prior approval of the engineer. An external customer message
can be used by the customer service agent or the external portal when the time is being
confirmed, even something as simple as “Awaiting Confirmation.” Sending automated
emails or notifications to the customer about the resource’s arrival is also an effective
way to use status changes to improve customer service and give on-site resources a
degree of autonomy.
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This is often seen in applications where a user would be texted or emailed to notify
them when their delivery was on the way. This can be customized through Dynamics 365
using workflows and add-on solutions that allow for SMS features. The second section of
the book details how to make more custom solutions.

Mobile opens the

record — reviews the . o
Actual arrival time is

recorded manually LIS

Booking confirmed work, navigates to
the site using inbuilt
maps

Figure 5-52. Process flow of a confirmed booking and the next steps to be
completed by the user

Once an engineer has arrived at their destination, the application does not
automatically log that they have arrived. This needs to be manually entered by the onsite
resource if the information is required or expected by the business (Figure 5-52). (Note:
This would be another good customization point)

Once arrived, the user can review what work needs to be completed using the service
tasks from the associated work order. The service tasks are useful here as they assist the
engineer in knowing what they need to do; they also provide a link back to the original
case, if it was created from a Case record, so the engineer will know the issue raised by
the customer and gain visibility into the reported issue.
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14:58

Work Order

Total Amount £0.00
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Figure 5-53. Using the navigational capabilities of the field service app and

related map apps on the phone to achieve this
Users can use the map application on their device as a navigation tool to get to and

from bookings. This is shown in Figures 5-53 and 5-54.
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Field Service - D... wi| ¥ 14:58

{ O CBI

9 52.19428,0.13694

m 9min B 15 min # 34min

9 min (1.9 mi)

Fastest route, the usual traffic

Figure 5-54. Using map application on the device to travel to and from bookings

Once a service task has been completed, the engineer can enter the percentage
completed against each task, as shown in Figure 5-55, but this is unlikely to happen in
real life. The time and effort required for a user to navigate to and find the record and
then enter the information can be cumbersome. This can be customized within the
application to make this process easier if required.

NU TElaueu ey

Service Tasks
Detailed service task list™\/

Fix Boiler 0.00

Fix the Boiler at the Location 02:00

Figure 5-55. Service tasks visible on the application for the user to complete
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Once the work has been completed, the application allows a signature to be obtained
from within the app as standard, and for videos and photos to be taken as evidence of
the completed work (Figure 5-56).

14:58

Work Order

()

00K Other Mtac-

Q List of bookings v +
Sarah Critchley Scheduled
12/06/2018 10:00:00 12/06/2018 12:30:00

{7} Signature Clear

-

Figure 5-56. Using the application to capture signatures

As things do not always go to plan, it may be that there are problems or issues
preventing the work from being completed. Photos and videos would be helpful in this
scenario. In addition to that, you can create a follow-up work order to the current one,
which can be achieved directly from within the app (Figure 5-57). The work order is
auto-populated with basic details for the dispatcher to then complete and schedule.
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Start Time 12/06/2018
Mal 00003 Actual Arrival Time None
me 10/06/2018

Work Order
jon 2:30
Work Order

A follow-up record was successfully created. Open a new work order?

led 55.91

jon None

KN e

ree Sarah Critchley
Currency Pound Sterling

Figure 5-57. Creating a follow-up work order from an existing work order

Once a work order has been completed, the user updates the status from within the
application to “Completed,” and the end time is captured. This is so it can be reported
how long the actual job has taken and metrics can be tracked (Figure 5-58).

As far as the user who is the onsite resource is concerned, at this point the job has
been completed, and they can leave the site, loading up their agenda, selecting the next
job, and then traveling to the destination as before.

Mobile opens the
record — reviews the
Booking confirmed work, navigates to
the site using inbuilt
maps

Actual arrival time is

recorded manually LB et

Open next job form
the agenda and End time is captured Status is updated Evidence is captured
navigate using maps

Figure 5-58. Field service basic process flow

The mobile application will synchronize the data from the local machine (e.g., the
smartphone) to the Dynamics 365 server once a connection has been established on
the device (if the connection was originally lost). It will update the resource booking
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and the work order with the fact that the booking has been completed and will include
the related notes and pictures. If a follow-up work order has been created because there
were issues, this too would be synchronized to the main server.

The dispatcher would be able to see the timestamped status changes, which are
automatically updated as standard functionality within the application. This allows the
dispatcher to track the status updates and the time and date they occurred, as shown in
Figure 5-59.

TIMESTAMPS + B
____________________________________________________________________________________ Booking | systemStatus | Timestamp Time | Timestamp Sc

00003 Scheduled 6/10/2018 11:41 ... Desktop

00003 Completed 6/10/2018 2:00 P... Mobile

Figure 5-59. Timestamped status updates by the user visible in the work order

The Work Order record can be updated by the dispatcher with the status “Closed -
Posted”; however, no automated functionality occurs here (Figure 5-60). This would
normally be where an invoice was created if the client needed to be billed. If this is
required, it needs to be manually created, customized to provide this functionality upon
status change, or managed via the agreements covered later in this chapter.
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4 Summary
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Figure 5-60. Updating the work order status to posted/completed

Booking Alerts

A booking alert is a new activity introduced within Dynamics 365 CE field service. It can
be related to any activity type record; however, they are normally used as a way to notify
a user of a booking and appear on the scheduling board. They are also often used to
provide a notification to the dispatcher.

Task: Create a booking alert.

1. Navigate to the Resource Scheduling board and select “Actions.”
2. Select “New Booking Alert,” as shown in Figure 5-61.

3. Complete the fields within the new record, including the “Subject”
and “Assignees” fields, and click “Save and Close.”

B9 &we0E-616208 P | Book | s Adions ¥ | Sot v £
- - . m o
S | Get Driving Directions Sunday - 6/10/2018
1 200AM  300AM | 400AM | S00AM | | @) MoveSockingsto DifierentDay | 300AM | 1000AM | 1100AM | 1200PM | 100PM | 200PM  300Pi
€ Print Schaduls Board
B  New Bocking Alert
Work Order - 00003 N
12m Duration: 5 hrs v

Figure 5-61. Creating a new booking alert
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The booking alerts appear in the “Alerts” pane for the dispatcher to review, as shown

in Figure 5-62.

> Book — Actions ¥ Details »

Details  Alerts (2)

400 500 6:00

Subject: Bcoking Alert for Resources
Due: 11/06/2018 08:00
Description:

Subject: Booking Alert for 00002
Due: 10/06/2018 23:30
Description:

-
Bupjoog annosay aea) .

Figure 5-62. Alerts pane within the schedule board

Booking alerts can also be created via a workflow. Automatic creation and update
rules, seen in Figure 5-63, can be used to create a subsequent action upon the creation
of a new booking alert, which can be used to create related records and more complex

business logic.

RECORD CREATION AND UPDATE RULE

New Record Creation and Update Rule "=

4

MName® o SPECIFY RECORD CREATION

T Ty TEparimant - trgme |
Task

Oueue Social Activity
i -_ g Alert

Approval

P Alert Subun;‘l Booking Alert i =

CHANNEL PROPERTIES

Additional Properties f «-----sessessmrmssmmmsimsssmsnsaressanna STESERE L AT TSR S

Figure 5-63. Creating an automatic creation and update rule using the booking
alert type
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Time-off Requests

Work hours specify the everyday schedule of the resources. It is important to have a way
to utilize holiday and time off, which can be scheduled on late notice or in a more ad-hoc
way. Time-off requests are part of the Dynamics 365 CE field service solution, which
handles these types of events. Within the Resource record at the very start of this chapter,
when creating a resource, one of the configuration fields was whether the resource
required approval for time-off requests.

Task: Set up time-off requests.

1. Create a new request by navigating to the Field Service App »
Time Off Requests and click “New.” This can be done via the
Classic UI, the Unified Interface, and the mobile application.

2. Setstart and end times for when the time-off request is for
(Figure 5-64).

3. Click “Save and Close”

The request has been created and will now be visible within the “Time-Off Requests”
section of the sitemap, where it can be approved.

THARE CFF REGUEST : I8

21204 =~ ro0am

Figure 5-64. Creating a time-off request

If a resource does not require approval (set in their Resource record), the request
will be automatically deactivated (and set to an inactive status), and the time off will
be approved. The time specified will be greyed out in the resource calendar, and the
scheduling engine will not incorporate this into suggested times.

As highlighted, approval requirements are configured in the Resource record
shown in Figure 5-65. Should the request require approval, the defined manager
within Dynamics 365 CE will need to approve it.

251



CHAPTER 5  FIELD SERVICE AND RESOURCE SCHEDULING

BOOKABLE RESOURCE : INFORMATION ~

Sarah Critchley =

4 Field Service

Warshouss Main

Enable Drip Scheduling Yes

CHARACTERISTICS

Resource | Characteristic 4 | Rating Value
Sarah Critchley Boiler Maintenan... Proficient
Sarah Cntchley Smoke Alarm Ma.. Good

¥ Hourly Rate £100.00

Time Off Approval Required No

Created On |

6/9/2018 9:19 PM

6/8/2018 9:19 FM

Figure 5-65. “Time Off Approval Required” set up in the Resource record

For users, the manager is already on the record. However, a resource can also
be other records, such as a Contact record, which doesn’t have a “Manager” field by
default. You will be pleased to know this field does exist; however, it is not on the form by
default. It can be dragged onto the form via the “Field Designer” pane (Figure 5-66). This
customization will be covered in later chapters.

A

#| Only show unused fields
3 Lockout Enabled
(& Lockout End Date

&l loginE led

Levenue

] Manager

Display Name:Manager
(8 Managing P37 Name:managername

Type:text
& Marketing Only

& Middie Name

3 Mobile Phane Confirmed

Est. Close Date 4

Figure 5-66. The “Manager” field on the other types of resources can be moved

onto the form and set

252



CHAPTER 5  FIELD SERVICE AND RESOURCE SCHEDULING

Unapproved time-off approval records will remain within the Active view until
approved (Figure 5-67). All approved time-off requests are deactivated, changing to an

inactive status.

Dynamics 365 ~ Field Service ~  Time Off Requests 3

HH
Mavigate to other applications

+ NEW S EDIT o ACTIVATE  [§ DEACTIVATE i DELETE = [ APPROVE 2B ASSIGN €) SHARE & EMAILALINK =

R - M Ranlincte

= Active Time Off Requests ¥
Resource Start Time End Time Created On 4
a Bob Jones 6/16/2018 8:00 AM  6/30,/2018 8:00 AM

Figure 5-67. Approve time-off request by selecting “Approve” on the selected
request

Customer Preferences

It has been highlighted a few times within this chapter that the Dynamics 365 CE
field service scheduling engine has the capability to take into consideration customer
preferences. Where these preferences are can be hard to find, as in a previous version
of Dynamics 365 CE they were specific fields. This has been updated in later versions,
where preferences are set up within a new entity called Resource Preferences that is

available on all resource-type records (Figure 5-68).

g8 Dynamics 365 ~ Sales ~  Accounts > CRMCAT Labs ~
Common Project Service Service
Activiti E op m B cie
E] So nts E Op E Partne nities Contracts
ne— — E' E’l
ﬁ Conne @ Accour
@ Actuals @

Figure 5-68. Navigate to “Resource Preferences” from an Account record
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Task: Set up customer preferences.
1. Navigate to a Customer record and select “Resource Preferences.’
2. Create a new resource, as shown in Figure 5-69.

3. Setwhether this should be “Preferred” or “Restricted.” Preferred
relates to a preference and a resource the customer wants, and
Restricted to a resource they do not want, and thus the scheduling
engine will avoid them.

eSS TS, e
Quick Create: Requirement Resource Preference *

Figure 5-69. Creating a new Customer Preference record

4. Once this is set up within the Account (“Service Account” field
and record associated with work orders), create a new work order.

The resource preference set up at the Account-record level cascades to the work
order and the resource requirement, which is automatically created behind the scenes
(this is what is scheduled). This process is shown in Figure 5-70.
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Preference Preference Preference

Service Account

Resource
Requirement Item that is
Automatically scheduled
Created

Work Order

Figure 5-70. Preference record cascading to related work orders and resource
requirements

This preference is added automatically into the scheduling engine when it searches.
Figure 5-71 shows where the resource preference for the resource “Bob Jones” is
automatically added and changes the results of the search.

Fiftes & Map View ¢« Ok v | ve = B W < 8 szwn-suwam > took o v
Lol Basournes Rasource Type San Extmated Arrival T [ wtance Tl
- Q Eob Jones s T ]
n Eob Jones st i
- 0 Bob Jones - pr
Q Bob Jones. e S
v
- g Eob Jones - a0
S . ‘ x Bob Jones £ o]
Cornact e Bowomet X Ascoune W -
[ Q Bob Jenes G i
Jones 2 2
S tore ' ‘ Bob Jones Cortact ]
- Q Bob Jones - -
“has g Ecb Jones Comtace Ame
Q Eeb Jonss Cortuct i
Buanest Uty
- ~~ . =

Figure 5-71. Preferred resources set automatically within the service-schedule
configuration. Bob’s record is the only record displayed in the search results

Figure 5-72 shows the results of a search with the preferences removed. The
differences are that the suggested resources are focused around providing the resource
specified within the preference.
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Should there be multiple preferences at the service-account level, more than one
resource would be named within the “Preferred Resource” field. The functionality for
“Restricted Resources” works by removing those resources referenced in this field from
the search result.

Filier & Map View
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Figure 5-72. No preferred resources selected

Schedule Multiple Bookings/Recurring Bookings

Dynamics 365 CE gives the capability to set up preventative maintenance scenarios
through the Agreement entity record. This record handles the setup for periodic work
orders that help an organization take a more proactive approach to maintenance,
removing the knee-jerk reaction caused by reactive maintenance. Agreement records are
set up for the customer so that they automatically create the work orders based on the
agreement schedule set in advance, and not from a case/incident as seen previously.
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Marketing

Field Service

Work Order & Sche... Sales Service Delivery Inventory & Purchas...

Work Orders Accounts
Schedule Board . Contacts Agreements Purchase Order Rec...
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Quotes Time Off Requests E Inventory Adjustme...
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Figure 5-73. Navigate to “Agreements” within the Classic Ul

&> Purchase Orders
[

Task: Create an Agreement record.

1. Navigate to the “Agreements” area in the sitemap within the
Classic Ul and select “New” (Figure 5-73).

2. Complete all the mandatory fields (Figure 5-74).

3. Anprice list with active products is not required to create a
financial element here; this is related to the invoice setup, which
is also performed periodically, despite this chapter not focusing
on this area. In Chapter 3, products were covered extensively, and
you can use the same price list for this example exercise.

4. Complete the start date and end date, ensuring they include today
in the time frame so it works straight away when testing it.

5. Save the record.
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DETAILS

6/1/2018

6/30/2019
395 days
The agreement is to provide a preventative schedule for

the customer to maintain the product

4Sales

Figure 5-74. Setting up the Agreement details

6. Once created, on the right-hand side, click the plus icon on the
Booking Setup sub-grid as shown in Figure 5-75.

7. 'This creates an Agreement Booking Setup record, which is the
definition for all the work orders automatically generated through
this record.

8. Complete all the fields for this record and save it.

: & ooom CRM CAT Loty
00001 =

r @ Agreamert Bochong Sehp Agreamens Status & Agrvement ot et Actrtn Agrogrent
vy
Mot
= Genes
SUMMARY ACTIVITIES HOTES BOOKING SETUP
- " P b S

Figure 5-75. Creating Booking Setup records
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Much of this information on the Agreement record will cascade to
the work orders, which are created from this record at a scheduled
time. An example of this is that service tasks will be created for
each work order as set on the Booking Setup record. The setup can
also optionally include an incident type. An incident type specifies
the duration that will be associated with the resource requirement
booking created from the work order.

Within an Agreement, check the business process flow steps;
following this helps to ensure all required actions are completed
on the Agreement and associated records.

SUMMARY BOGKING SETTINGS BIODENTS + W

Figure 5-76. Setting up the agreement schedule (“Booking Setup”)

9. Select the Booking Maintenance button on the ribbon to now
schedule the recurrence. The recurrence setup is very similar
to the experience in Microsoft Outlook when setting recurring
meetings. This is shown in Figure 5-77.
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Figure 5-77. Setting up the booking recurrence

10. Specify the settings and click the Save button. You also have the
option to add custom dates based on the requirement.

11. Once completed, update the status to “Active,” as shown in
Figure 5-78, either on the business process flow or within the
form.

Once activated, a background workflow is triggered for the system that will generate
all booking dates based on the recurring schedule which can be seen in the ‘Booking
Dates’ sub-grid.
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4 NEw  [S DEACTIVATE [ DELETE [ COPY AGREEMENT 3 PROCESS = S8 ASSIGN € SHARE [F SHARE SECURED FIELDS e EMAIL ALINK  ++
AGREEMENT ~
=00001 =
v Areement Booking Setp Agreement Status (Actve for Iminvte) P @
' "System Status Active
4 General
SUMMARY ASSISTANT ACTIVITIES
mber® @ 00001 All -+ | Add Phone Call Add Task
\ccount ™ CRM CAT Labs
Billing Account CRM CAT Lab - Sarah Critchley
Active

Figure 5-78. Updating the status to “Active” triggers the background process to
create the Booking records

When the “Booking Dates,” shown in Figure 5-79, are reached, a work order is
generated automatically, which also generates a resource requirement, allowing the
order to be scheduled (as opposed to having to wait for manual intervention).

A user could alternatively manually generate a work order, if required, from an
agreement booking. This can be done by selecting the Generate Work Order button
while on the record. This can be useful, for example, if work needed to be scheduled
before the date had been reached.
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Ines
BOOKING DATES + =
Agreement Booking Setup Booking Date 4 | Status
00001 Initial Agreement for.. 6/1/2019 8:05 AM  Active
A 00001 Initial Agreement for... 5/1/2019 8:05 AM  Active
00001 Initial Agreement for.. 4/1/2019 8:05 AM  Active
00001 Initial Agreement for... 3/1/2019 8:05 AM  Active
» -

Figure 5-79. Booking dates are automatically set based on the recurrence settings

To complete the Agreement, the invoice agreement schedule needs to be set up. This
is a similar process to the generation of work orders from the bookings; it automatically
generates invoices related to the work being pre-scheduled. The Invoice records are
quite limited in what a user can bill for—the related products cannot be dynamic and
instead need to be a set product—e.g., a maintenance fee—set within the Agreement
record. These invoices are not set up to be dynamic, and, instead, if an organization
wants to bill based on the situation while the engineer is on site doing the work, they
would need to raise another invoice manually and associate the specific product to this
invoice instead.

Task: Set up the invoice agreement schedule.

1. Navigate to the Agreement record created in the previous step.

2. Within the Invoice Setup sub-grid, shown in Figure 5-80, select

”

“New.

3. Complete the basic information and add a field service product
(by selecting this in the Field Service tab when creating the
product; remember to publish any products used)
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Figure 5-80. Invoice Setup grid on the Agreement record

4. Once completed, click “Invoice Recurrence” on the ribbon bar,
shown in Figure 5-81. Set the recurrence schedule up in the same
way as in the previous “Booking Recurrence” functionality.

5. Save the record.
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Bmics 365 +  Invoice Setup >

S DEACTIVATE  [IJ DELETE | [¥) INVOICE RECURRENCE | & PROCESS ~ D, ADDTOQUEUE [ QUEUE ITEM DETAILS S5 ASSIGN ) SHARE
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4 General

nvoice Setup

4 |nvoice Products

Figure 5-81. Select the “Invoice Recurrence” button

The invoice dates will have propagated down and will be auto-populated in the same
way the bookings did in the previous section. An invoice will be automatically generated
once the date is reached, and back-office staff will then take action and post it to the
customer (Figure 5-82).
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Figure 5-82. Agreement invoices created automatically

Common Issues Experienced with the Resource

Scheduler

There are some common issues that can occur when using the Dynamics 365 CE field

service application that may lead users to believe things are not properly working,

especially with the resource scheduler.

Here is a list of common troubleshooting tasks to complete when the scheduler is

showing that no resources are available:

If the radius on the default map in the field service settings is set to
a low amount, try increasing this in the scheduling pane to find out
if this is the problem. Configure this within field service settings if
required.

Have the required skills been added to the resource?

If the Resco field service app is coming up with an error, try
synchronizing.
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o Ifthe Resco field service app is coming up with a notification that
Woodford needs to be installed, follow the instructions in the
“Further Reading” section to install the template.

o Check the scheduling board for white space within a resource’s
timeline to ensure they are available.

Test Data

There is a test-data package provided by Microsoft and available for download that

is related to the Dynamics 365 CE field service and project service automation apps.
The link for this download can be found within the “Further Reading” section of this
chapter under the “Test Data for Field Service and Project Service Automation” item.
The download comes with a specific instruction document that must be followed when
importing data to ensure it is successful. Installing the data can help with getting started
with the field service app, especially by populating the schedule board with a large
amount of data.

Summary

This chapter has been an introduction into the “essentials” of the field service
application within Dynamics 365 CE. There are still many additional ways to set up and
customize the application to suit specific needs. This includes sending notifications and
automatically creating records through workflows, as well as the resource scheduling
automation available as an extension of field service.

What is commonly discussed when talking about field service for business
applications is the ability to perform different types of maintenance. These include
reactive, preventative, and predictive types. Reactive maintenance is what has been
possible for some time. This includes creating a case when a customer notices a
problem, which is then reported and reacted upon. Work orders are scheduled, and
an engineer can be booked. The organization is reacting to something happening,
normally the customer’s notifying them of the issue.

Following that, preventative maintenance occurs through scheduling work orders
for future dates based on a custom time frame to prevent the customer-service incident
from ever happening. This is similar to yearly car maintenance, where there doesn’t have
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to be anything necessarily wrong. However, the action is carried out to prevent issues
from occurring and is used to reduce risk.

This chapter has covered both of these types of field service through the creation of
work orders (in some instances, from cases) and scheduling these using the schedule
board. Agreements and the automatic scheduling of work orders for future dates
are examples of the functionality provided for preventative scheduling within an
organization. The additional solution, Resource Schedule Optimization, which is a
licensed add-on for Dynamics 365, automates this functionality even more.

The final type of maintenance is predictive maintenance. This is achieved using
artificial intelligence (AI) applications such as machine-learning models to create a
predictive model for customer assets, the history of the product, and how often they are
likely going to require an onsite visit. This can be achieved by extending Dynamics 365 to
use machine-learning models, such as Azure ML Services Web APIs.

In between these types, IoT (Internet of Things) technology can be used for both
preventative and predictive maintenance scenarios that would allow organizations to
obtain real-time data from the asset (e.g., a boiler) through a sensor. This information
could include the temperature or movement. Alerts could be created based on certain
set threshold values. From these values, actions can be triggered within Dynamics 365
CE, such as the automatic creation of a Work Order record, creating a more preventative
model and an increased level of customer service. The data can also be used from the
devices to create more accurate predictive models.

In summary, Dynamics 365 CE provides a vast amount of capability for organizations
to leverage multiple field-service frameworks, from the most simple to a more complex
model, based on the focus of the organization.

Chapter Tasks

At the end of every chapter, there will be a section that gives up to ten suggested tasks
for you to complete within Dynamics 365 CE. These tasks will be based around the
topics covered within the chapter and are aimed at expanding practical knowledge and
application regarding those topics that goes beyond reading about them.

1. Setup aresource role and associated resource skills.

2. Create a resource requirement and access it via the schedule
board.
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3. Spend time becoming familiar with all the components of the
schedule board.

4. Attempt to schedule the resource requirement.

5. Convert a case to a new work order.

6. Schedule the work order.

7. Set up the mobile field service application.

8. Complete a work order from the mobile field service application.

9. Create a new Agreement record, setting it up for recurring
bookings and invoices.

10. Create a new time-off request.

Further Reading

Test Data for Field Service and Project Service Automation (Microsoft, 2018). URL:
https://www.microsoft.com/en-us/download/details.aspx?id=56050

Universal Resource Scheduling (Microsoft, 2018). URL: https://docs.microsoft.
com/en-us/dynamics365/customer-engagement/common-scheduler/schedule-
anything-with-universal-resource-scheduling

Dispatcher Role Within Field Service Scenarios (Microsoft, 2018). URL: https://
docs.microsoft.com/en-us/dynamics365/customer-engagement/field-service/
create-work-order

Resource Optimization (Microsoft, 2018). URL: https://docs.microsoft.com/
en-us/dynamics365/customer-engagement/common-scheduler/resource-scheduling-
optimization

Release Notes for Field Service Feb 2017 (Microsoft, 2018). URL: https://blogs.
msdn.microsoft.com/crm/2017/05/19/dynamics-365-for-field-service-and-
project-services-automation-february-2017-updates/

Setting up the Mobile Field Service App (Microsoft, 2018). URL: https://docs.
microsoft.com/en-us/dynamics365/customer-engagement/field-service/install-
the-mobile-app

268


https://www.microsoft.com/en-us/download/details.aspx?id=56050
https://docs.microsoft.com/en-us/dynamics365/customer-engagement/common-scheduler/schedule-anything-with-universal-resource-scheduling
https://docs.microsoft.com/en-us/dynamics365/customer-engagement/common-scheduler/schedule-anything-with-universal-resource-scheduling
https://docs.microsoft.com/en-us/dynamics365/customer-engagement/common-scheduler/schedule-anything-with-universal-resource-scheduling
https://docs.microsoft.com/en-us/dynamics365/customer-engagement/field-service/create-work-order
https://docs.microsoft.com/en-us/dynamics365/customer-engagement/field-service/create-work-order
https://docs.microsoft.com/en-us/dynamics365/customer-engagement/field-service/create-work-order
https://docs.microsoft.com/en-us/dynamics365/customer-engagement/common-scheduler/resource-scheduling-optimization
https://docs.microsoft.com/en-us/dynamics365/customer-engagement/common-scheduler/resource-scheduling-optimization
https://docs.microsoft.com/en-us/dynamics365/customer-engagement/common-scheduler/resource-scheduling-optimization
https://blogs.msdn.microsoft.com/crm/2017/05/19/dynamics-365-for-field-service-and-project-services-automation-february-2017-updates/
https://blogs.msdn.microsoft.com/crm/2017/05/19/dynamics-365-for-field-service-and-project-services-automation-february-2017-updates/
https://blogs.msdn.microsoft.com/crm/2017/05/19/dynamics-365-for-field-service-and-project-services-automation-february-2017-updates/
https://docs.microsoft.com/en-us/dynamics365/customer-engagement/field-service/install-the-mobile-app
https://docs.microsoft.com/en-us/dynamics365/customer-engagement/field-service/install-the-mobile-app
https://docs.microsoft.com/en-us/dynamics365/customer-engagement/field-service/install-the-mobile-app

CHAPTER 6

Mobile Application

The Unified Interface within Dynamics 365 CE expands its capabilities to give users a
seamless experience across desktop and mobile. Seamless is a word often used to describe
many things within technology, and in this case it reflects the ability to allow a user to

use the same thought process whether using the application on a desktop, laptop, or

mobile device. This is important because, as a result of restrictions on the number of fields
and sections, forms within Dynamics 365 CE previously had to be designed separately
depending on the device being used. This will no longer need to be the case with the Unified
Interface, which will load forms optimally depending on the screen size of the application.

This functionality gives the application some distinct advantages. It means that, within
the Unified Interface, the user experience is the same in any single form factor whether the
application is being used on the web (using different screen sizes, the tablet, or the phone)
or in a mobile application. User experience is very important across software development
and usage. It often determines how much a user enjoys using the application and has a
direct influence on their being able to perform an activity within the application, despite user
experience being a difficult concept to measure consistently. What can be said to be consistent
is that the Dynamics 365 CE application has a single user experience across all the devices it is
used on. It has the same Ul and, where possible, the same controls; if not, they are optimized
to make usage easier (e.g., buttons easy to use with fingers, rather than a mouse click).

For all of this, it is easy to ask what the advantage is of using the downloadable
Dynamics 365 CE app versus using the browser on a mobile device. The mobile
application has a strong roadmap of features. It is often used for mobile offline use, which
is not possible via the web application. This is particularly useful in scenarios where the
sales team is traveling and want to update their appointments or review Dynamics 365 CE
data without a guaranteed connection. Offline features will be returning to the application
in the future and so won’t be covered in this edition of the book. The downloadable app
also offers an improved experience when switching between other apps on the mobile
device, such as Microsoft Outlook, and provides additional unique features, such as
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pinch and zoom, easier-to-use navigation, and dedicated system settings. It is, however,
personal preference and functionality-based decisions that push users toward using the
downloadable app on Windows, i0S, or Android devices or simply using the web browser.

There are specific requirements for the application to run on phones and tablets,
which can be found in official Microsoft documentation, referenced in the “Further
Reading” section at the end of this chapter.

Setup

To access the mobile application (not the web version of the app on mobile), download the
app from the appropriate app store. It can be found by searching for the keyword “Dynamics
365,” reading the terms and conditions, and downloading the app to your device.

When the app is opened for the first time, the user needs to enter the URL for the
organization and authenticate with their login details, as shown in Figure 6-1.

Dynamics 365

Figure 6-1. Mobile sign-in page
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If you wish to use the Dynamics 365 CE app from the browser on a mobile device
instead, navigate to the URLs home.dynamics.com or portal.office.com, and sign
in. There will be a prompt to select the app if home.dynamics.com was used. The only
interface available for use on mobile devices is the Unified Interface and not the Classic
UL This includes accessing Dynamics 365 CE on the web browser; a user will still not
be able to access the Classic Ul application, including the full default application. There
must be an “app” created that uses the Unified Interface forms or uses the standard
“Customer Service Hub” or other related “Hub” apps as part of the current subscription
(Figure 6-2).

Once logged in and with the app selected, the application is ready to go. There isn’t
any further setup required to begin using the mobile client.

/O Search my apps.. O
~ Published Apps (6)

CRM CAT Lab - My Custom ...

CRM CAT Labs

Customer Service Hub
A focused, interactive experience ...

Field Resource Hub
Field Service for Dynamics 365 b...

Project Resource Hub
Project Resource Hub Module

clelejolo]o

Sales Hub
7 X 7

iF
I

Figure 6-2. App selector on mobile
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Designing Dashboards and Forms for the
Mobile Client

The responsive Unified Interface forms within Dynamics 365 CE are flexible and

do not require a specific mobile form, as was the case in previous versions of the
Dynamics 365 CE application. This gives distinct advantages to customers who wish to
modify an existing form or create custom record types, as one form can be created and
utilized across different form factors.

This does mean that, depending on the device the form is viewed on, the placement
of the form components may look slightly different e.g. could be in less columns in a
smaller device as opposed to a larger desktop. The design of the form needs to take this
into consideration, and organizations need to take a mobile-first approach to designing
dashboards and forms going forward which is a common design approach when looking
at a design to an application that needs to be adaptive across multiple form factors as
there are often more mobile-specific decisions. Once an application can be used on a
mobile, there is often less work to configure or make changes for use on larger devices. A
mobile-first approach can be taken by designing the form for mobile use, where the form
loads in specific sections left to right before moving down.

It is important to see the difference and the adaptability of the forms. This
section looks at the visual differences so as to help in the design of forms and to
avoid having to rework them for each different form factor. This awareness will allow
the forms to be built to meet the requirements of the application, whichever device
is used.
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Figure 6-3. Knowledge Manager standard dashboard

Figure 6-3 displays the Knowledge Manager dashboard within the Customer Service
app. This is a dashboard that allows the user to see multiple streams of information and
also to click on the Tile view to see an aggregate list of those same records.

When the form is made smaller, the white space is reduced and the controls on the
page are reduced in size to give a consistent experience. Once the form is reduced to a
mobile screen size, the application “snaps” into place and the form shrinks and adapts
to the space, providing the default view of the aggregate Tile view. The same experience
is consistent against the mobile app and the web client accessed on mobile. These
examples can be seen in Figures 6-5 and 6-6.

-

2
Proposed Articles Draft Articles Needs Review Lxpired Articles Needs Heview Most Popular Articles Highest Hated Articles

Figure 6-4. Tile view of the Knowledge Manager dashboard showing aggregates of
the streams by clicking on the Tile button
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The Knowledge Manager dashboard viewed in a web browser on a desktop can be
reduced to a smaller screen size by adjusting the size of the browser window, shown in
Figure 6-5.

® - 0o x

B Knowledge Man: X

“~ C O | @ Secure | https://er... 1Y

© Knowledge Mana... v

0

Proposed Articles

Filtered

2

Draft Articles Needs Review

Filtered

3

Expired Articles Needs Review

Filtered

Figure 6-5. Desktop Application view on a smaller browser window
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On the mobile application, the same aggregated experience is the default experience
due to the limited screen size, seen in Figure 6-6.

© «nowledge M.. v

0

Proposed Articles

Filtered

2

Draft Articles Needs Review

Filtered

3

Expired Articles Needs Review

Filtered

Figure 6-6. Mobile app default dashboard
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A second relevant example is the Customer Service Performance dashboard, shown
in Figure 6-7.

B° Customer Service Peric %

&« C () | @ Secure | httpseyjer... ¥ | B
€

@ Customer Service Perform...

Cases by SLA Status Over Week = R

. In Progress
1.2

0.8

0.6

Count:All (Case)

0.4

0.2

AIGRIMA

Figure 6-7. Customer Service Performance dashboard in a small browser window
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This is also the same experience found within the app, as shown in Figure 6-8.

@ Customer Service ... Vv

Cases by SLA Status Over W... =}

@ In Progress
1.2

e Day (Created On):6/6/2018
In Progress:1

0.8

0.6

Count:All (Case)

0.4

0.2

£ 16 1IN0

@ P (]

&«

IIf

Figure 6-8. The same dashboard in the Mobile App

Forms behave slightly differently. The sections of the form take up the available
horizontal space, and should there not be enough space, they are stacked. This should
be taken into consideration when designing forms so that, as a user, if they move from
left to right, it would also make sense to move from top to bottom when those respective
fields are accessed via mobile. This is visible in Figures 6-9 and 6-10, which display the
standard Case form. This shows the sections “General Information,” “Description,’
“Timeline,” and “Related.” The “General Information” section is loaded, followed by the
“Description” section, before the “Timeline” and then “Related” sections, which are to
the right.
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General

- ige) Timeline
Information 3

"2 Description

4 Related

Figure 6-9. The order of the sections within the Case form and how they load on

mobile

The order difference can have an impact on usability and speed of completing and
retrieving data. The differences can be seen in Figure 6-10, which displays the same case

form with different form factors.

cast

Py B Croutes Sastus v
Dynamics 365 CE Essentials .
Kormal waaors O 200mm In Progress ® o Sarsh Critchley
)
© O O
dentify (2301 Bwveanct Faschen
Summary  Detsh  Cosefelitioeshps  SLA  Relsted
GENERAL INFORMATION TIMELINE RELATED
Account Thmatina b RECENT CASES -
CRM CAT Lab - Sarah Critchley e 5 ot v o
EAM CAT Lab - Sarah Critchiny R | Case Trie o
ouper
Acthve Dynarmecy 365 CE Exvantuis
. ° Auto-pont on Dyrameics 365 CF Exsentlah's wal - Weinesclay, hose & 2318 100
RN .
Carser: Croated Dy Sarsh Crivehbey for Acoouss CRANCAT Lab - Sl Crinchiey. ENTITUEMENTS
O lae | % Rephy - o | Emiiement Name T Remaning Teems )| Seatus
DESCAIFTION
R CAT Lats Yiarly 000  Actve

Figure 6-10. The Case form in the web client on a desktop
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The header fields are visible first, followed by the “General Information” section
within the Case, shown in Figure 6-11.

CASE

Dynamics 365 CE Essentials
Phone to Case Process ( @ .
Active for 25 days N Identify (25 D) |

D= Deta Casa Relationchine
e Summary Details Case Relationshiy

Priority Normal

;. 6/6/2018 @
O Created On
200 FPM
Status In Progress
Owner * & 0 Sarah Critchley

GENERAL INFORMATION

e CRM CAT Lab - Sarah Critchley

CRM CAT Lab - Sarah Critchley

290132710

Figure 6-11. The Case form displayed on a mobile client via the web application
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This is the same as within the app, where the header fields are visible, then “General
Information.”

CASE
Dynamics 365 CE Essentials o

M ety 6D Research Resolve oy
8=  Summary  Details
Priority
Normal

& Created On

[ 200pMm
Status
In Progress
Owner
© Q Sarah Critchley R

GENERAL INFORMATION

¢ @ L O

IIf

Figure 6-12. The Case form displayed within the app on mobile

Figures 6-11 and 6-12 show few differences in the available functionality once the
screen size is reduced. This is a result of the smaller space on the form; certain controls
are made to be smaller and more easily accessible when using a finger as a pointing
device, which doesn’t have the precision of a mouse. Aside from that, the forms are
almost identical, and it is clear to see that the user experience is the same across the
different forms. Even the relationships are viewed in the same way as on the web client
by using the Related accessed from the action button, and dynamically loading a
sub-grid with the related records.

Some of the differences include the following:

e The user interface for the business process flow - Smaller and doesn’t
stay open
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o The additional “Semantic Zoom” control is available next to the first
tab and not available on the web client.

o

¢ The number of tabs before the action button is used (“..”) is reduced

based on the available space.

There is also no longer any limit for displaying some fields on forms.

Dashhoards for the Unified Interface
Versus Dashboards for the Classic Ul

Standard dashboards are available within the Classic UI of Dynamics 365 CE and what
users have known in previous versions of the CRM client. They allow embedded web
resources, IFrames, Power Bl tiles, views, and charts. With the Interactive Service Hub
release in version 8, a new type of dashboard was released, referred to as the “interactive
experience,” which could only be used within the first version of the Interactive Service
Hub, a.k.a. the MoCA Client, later referred to as the Unified Interface Client.

In the latest version, the Unified Interface, including mobile, can run both standard
dashboards and the more detailed and functional interactive dashboards. Customizers
can select these different types when building solutions via the Solution screen or the
App designer, as shown in Figure 6-13, where standard, older-style dashboards are
referred to as classic dashboards. The Classic UI, however, cannot run the interactive
dashboards, which are exclusive to the Unified Interface.

- Solution: Dynamics 365 CE
l%’” :2 Dashboards

plution Dynamics 365 CE

Component Type Dashboard ¥ View Custom

iﬁ' Information o g - A an . e
& e [JNew ~ | EFAdd Existing ~ | X Delete | S Remove | [g) Publish | =83 Show Dey
{& Components

3 entities ! B¥ Dashboard 4 Set As Default B> Save As

_E Option Sets E Interactive experience dashboard |

¥®| Ciient Extensions s e—y Y |- Type

@] Web Resources

T, Processes

+3 Plug-in Assemblies
5| Sdk Message Processin...

Figure 6-13. Selecting the different dashboard types in a solution
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Interactive dashboards offer more functionality, such as being able to perform
actions on records within a stream of data and see information by using the charts to
filter that data. There are a lot more filter functions available to splice data according to
requirements as well as the capacity to see aggregates of the data, which was previously
not possible in classic dashboards.

From a mobile perspective, as the Unified Interface can display both classic and
interactive dashboard types, this means that classic dashboards can still be used with the
mobile client and are still responsive in the same way as the interactive dashboards are,
albeit with less functionality (Figure 6-14).

Sealmlccjanvas
Components Properties
< Back
Select Dashboards Create New
Search pel

P} Classic Dashboards

» Interactive Dashboards

E88 Business Proces... | All l

Figure 6-14. Dashboards within the app designer

Task Flows on Unified Interface

Task flows were introduced initially only on mobile in a previous version of Dynamics
365 CE. They are now available within the web application in Unified Interface apps.
Task flows are an easy way for users to complete a specific task. A task flow guides the
user through the steps associated with that task, triggering automation where required.
Task flows are a type of workflow and can be deactivated if they no longer serve a
purpose to the users, especially those Task Flows that come as standard. The standard
Dynamics 365 CE application has three task flows available as standard: “After Meeting,’
“Update Contact,” and “Follow up with Opportunity.”
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Start a task flow by selecting the button on the Navigation menu, as highlighted in

Figure 6-15 which looks like a tick within a circle shape.

O Tier 1Dashbo... v B

v

Active Cases

Filtered

0

My Resolved Cases

Figure 6-15. Task Flow button within the mobile client
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This will take you to the available active task flows, shown in Figure 6-16.

Task Flows x

After Meeting
Use this task flow to update your
appointment and related records after your

Update Contact
Use ask flow to quickly contact
information, including

Follow up with Opportunity
Use this t: for quick communication

with your customer. Access key information

Figure 6-16. Selection of activated task flows

Task flows are very useful on a mobile device because the nature of a reduced screen
size can sometimes mean the amount of scrolling or selecting a user must do to achieve
what they want is increased. Task flows give users an easy guided approach. They also
have the added benefit of automating tasks associated with what is required as part
of that task flow. The Task Flow icon is always available on the navigational sitemap,
making them an effortless process to work into a user’s day-to-day work.

284



CHAPTER6  MOBILE APPLICATION

After Meeting

Use this task flow to update your appointment
and related records after your meeting is over.

Select a record to start or create a new one

0

Next
Figure 6-17. Step-by-step follow-up of tasks within a task flow

Task flows are very similar to another type of process—dialogues. Dialogues are
alegacy process type that is due to be deprecated in a later version; they guide a user
through a specific set of steps.

To start a task flow, click the icon and select the task flow required. Follow the
configured prompts displayed on the task flow, completing the fields when prompted to
eventually complete the flow.

Task flows are available when used on a desktop device as well, and are not just a
mobile feature. The same icon can be seen on the navigational menu in Figure 6-18.

Figure 6-18. Task Flow button in the command bar when used on the
desktop
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Control Framework

Dynamics 365 CE incorporates the capability to turn standard field controls on a
form into a more mobile- and tablet-friendly control. Having a control that is more
appropriate for the pointing device is important, as when using fingers, as opposed to
amouse, the pointing device is a lot bigger on mobile and tablet and we do not have
the precision of a mouse. Having this option means that the user interface is much
easier to interact with. The bonus is that these extra sets of controls are available on
the Unified Interface for Dynamics 365 CE, which means they can be incorporated
into the web experience as well and are not just for use on mobile. More details on the
control framework can be accessed from the “Further Reading” section at the end of this
chapter.

The controls are available based on the specific type of field. This is similar to the
controls that have been available in previous versions, such as the pen control on
multiple-lines-of-text fields.

Field Properties ? %
Modify this field's properties.
Eody Display Formatting Details Events Business Rules Controls
Label
n: Defad Specify the label for this field in forms Field
C abel * s Escalated
| Display label on the form X Filter
“| @
Field Behavior Act
_________ 1 D eld- el D C Act
.: Field is read-only Bill

Figure 6-19. The “Controls” tab on the Field Properties on a Form

Controls are added and configured in the specific field properties under the Controls
tab (Figure 6-19). Customizers can navigate to this and select “Add Control,” as shown in
Figure 6-20.
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rieia Froperues ?7 X
Modify this field's properties.

Display = Formatting  Details  Events = Business Rules © Controls

Control Web Phone Tablet

@ @ ®

Figure 6-20. Select “Add Control”

The available controls will be visible to add (Figure 6-21). Some controls require

additional configuration values to be entered; e.g., the Knob Arc requires min and max
values.

Add Control

Select a custom control from the field.

CC_Email_Engagement_Control

Flip - Switch

Modes: Edit + Read
Types: TwoOptions

Use this control for any field with the
data type of Boolean or two options.

Figure 6-21. A list of controls will be available in a list form based on the type of
field selected
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Once the control has been added to the form, most controls give the option to tailor
the experience for the user (Figure 6-22). This means the control can be active for the
application on the phone and tablet, but not the web.

Display = Formatting  Details Events  BusinessRules = Controls

Control Web Phone Tablet

Flip Label (default

Flip - Switch . . . xX
Adg Contro

Figure 6-22. The interfaces can be selected as to which the control appears on,
giving a tailored approach to customizers

The amended field would be changed from what it originally was. An example would
be a “Two Option” field type. This is displayed as a yes/no-type field, which could be
kept as text, a checkbox, or a dropdown list where required. This is shown in Figure 6-23
with the “Is Escalated” standard field on the Case entity.

ADDITIONAL DETAILS S(
Parent Case e
Is Escalated No a
T3 Escalated On 2
Follow Up By 5 a

Figure 6-23. Standard two-option field type with no control

With the additional control, this field has been changed into something more visual
and color coded so the user can easily see the value of it without even having to read the
text, as seen in Figure 6-24, where the “Flip - Switch” control has been added and has
replaced the old control.
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ADDITIONAL DETAILS

Parent Case St

Is Escalated Q Yes

8 Escalated On —

Follow Up By 2

First Response Sent No

Figure 6-24. A two-option field with a flip-switch control added

Table 6-1 summarizes the current matrix of the types of fields and their related

controls for quick reference.

Table 6-1. Field Types and Available Controls

Field Type

Control Available

Currency, whole number, decimal or
floating point

Option sets
Two-option
Whole number

Single line of text

Multiple lines of text

Linear slider, radial knob, bullet graph, number input, linear
gauge, arc knob

Option-set control (two or three choices)
Flip switch
Star rating

Website preview (URL field only), auto complete, multimedia
(URL only), input mask, barcode scanner

Pen control
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Testing the Mobile Application

Testing the mobile application has become much easier. However, it still shouldn’t
be underestimated when building custom applications. Designing for use on all form
factors will allow for a more consistent user experience when a user switches from a
laptop to a desktop or mobile. This is a natural experience when using software and,
based on the specifications of the app, it should be able to perform all functionality
regardless of device.

When testing, ensure test cases include the following:

o Testing across the mobile web interface (accessed via the browser)
AND the mobile application

o Test for user experience across multiple users, and whether the
information is displayed in the expected order

o Test controls and if they match the availability as specified within the
acceptance criteria

o Test the full end-to-end process on a mobile form factor

o Ifusing offline, ensure this is tested and performs as expected and
with a reasonable time frame specified by the acceptance criteria

Summary

The Dynamics 365 CE application has come a long way from previous versions to
become a mobile-first platform that allows users to work from anywhere and from any
device. This chapter has focused on the consistency of the Unified Interface across
desktop and mobile applications where specific features can be used within the mobile
form factor. It covered task flows, which, especially for mobile, allow users to complete

a set of tasks that means a user does not have to navigate to multiple places across the
application. It also reviewed the control framework within Dynamics 365 CE, which
further adds to the commitment across the Unified Interface to promote using the
application on mobile devices, allowing a greater level of control and visibility of the data
for the user away from a desktop application.
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Chapter Tasks

At the end of every chapter, there will be a section that gives up to ten suggested tasks
for you to complete within Dynamics 365 CE. These tasks will be based around the
topics covered within the chapter and are aimed at expanding practical knowledge and
application regarding those topics that goes beyond reading about them.

1. Download the Dynamics 365 application on mobile.

2. Perform basic tasks on the smartphone within the Customer
Service Hub app, such as accessing records, creating new records,
and updating fields.

3. Perform the same tasks on the Dynamics 365 web application on
the Customer Service Hub app.

4. Reduce the size of the browser window so it is like a smartphone
screen size and experiment with this across multiple screen types;
e.g., forms and dashboards.

5. Add a new control by changing a “Two-Value” field on the
“Escalated” field within the Case entity to a visual “Flip - Switch”
control.

Further Reading

Mobile requirements for phones and tablets (Microsoft, 2018). URL: https://docs.
microsoft.com/en-us/dynamics365/customer-engagement/mobile-app/v8/set-up-
manage/support

Controls within the Unified Interface (Microsoft, 2018). URL: https://docs.
microsoft.com/en-us/dynamics365/customer-engagement/customize/additional-
controls-for-dynamics-365-for-phones-and-tablets
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CHAPTER 7

Reporting

Dynamics 365 CE can be used by organizations as a system to run any part of their
business concerning customer engagement. This can be done through the use of all or
a combination of the apps that are available or by using extensions and customizations.
Users create new data and updating existing data through the continued use of the
application, which creates a large store of transactional data over time. This data
provides intelligence to the organization through quantitative and qualitative means.
The data can indicate if a company is meeting sales targets and customer service SLAs
and can be used to provide insights into trends of how services or products are being
used. Data is a large source of potential insight for organizations to help improve their
service, maintain their customers, and provide the direction of a company’s future.

To obtain this insight, organizations must be able to report on the data available to
them. This can be achieved in many ways using Dynamics 365 CE, which this chapter
will cover. It is important to understand that the functionality itself is only a small part
of being able to analyze and obtain insights from data. Having a clear and documented
data model is essential, which can be easily created in Microsoft Excel or another tool.
Understanding relationships between the data within Dynamics 365 by creating an
entity relationship diagram (ERD) is also helpful. This chapter will review the capabilities
and how to get started with the reporting methods available from within the application.
When building an effective report, it is recommended that users look at the following

actions:

1. Data model is understood—all data is captured or components
are available (to perform calculations).

2. Use UML-type diagrams (Unified Modeling Language), such as
use-case diagrams and sequence diagrams.

3. Relationships are understood for related information and

aggregates.
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4. Understand what the business goals or requirements are of the
organization.

5. Functionality available within CE is understood.
6. Security requirements are reviewed.

7. Visual requirements are understood; e.g., how that information is
presented.

8. Create the report within Dynamics 365 CE and review.
9. Perform iterated testing (Create » Test » Improve)

Using the reporting methods within the Dynamics 365 CE platform, users will be able
to see the information as and when they need it. It will be possible to utilize that data to
make decisions and report on the company’s operations both internally and externally.

Getting Started

This book has often refers to entities. Entities are what can be described as a record
type. In software development terminology, they can be referred to as a class or a table.
They are a structure, or a blueprint, that contains descriptive data (metadata) about
that object. An example of an entity in Dynamics 365 CE is an Account record. There

are multiple instances of the Account record, which are represented as rows within a
table. The fields within an entity represent columns within the table. Dynamics 365 CE
is built upon a relational database structure that links entities using diverse types of
relationships (covered in more depth in Chapter 10). There are many external resources
through which to learn more about entity and relationship modeling. An older but still
popular and useful technique for this is UML (Unified Modeling Language). UML is a
way of modeling different diagrams that represent the data of an organization’s structure
in different states and is an effective way to understand the relationship structure and
the functionality of a system.

Securing data is a critical part of the reporting process. Having access to operational
data, especially in an aggregated or condensed form, can give insight into the business
but can also break data-governance policies if available to users who are not in the
correct roles within the organization. Dynamics 365 CE utilizes security roles, covered
in Chapter 4, for various reporting functionality, but the functionality itself also has
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inbuilt mechanisms for security. Security roles allow users to run reports only on records
available to them and not on records outside of their security role.

Dynamics 365 CE can include many customizations; however, even if an
organization does not modify any processes or add any new custom fields, reviewing
the standard views and dashboards is an important task that should be included in all
implementations. What is set up as part of the standard platform might not be relevant
or important to the organization. It is a small task to perform a review and remove or
hide those items. Doing so will ensure the standard CE system will be lean, easy to use,
and quick to obtain information.

Dynamics 365 CE provides the capability for embedded Microsoft Power BI tiles
within the standard dashboard. This chapter will not cover this functionality, as it
introduces the complexity of another product. There are, however, many resources that
do. Review the article by Microsoft that introduces this functionality at the end of the
chapter found within the ‘Further Reading’ section.

It is important to note that while Power Bl integration can offer some benefits, there
are also some drawbacks at the time of writing. Power BI capabilities are not yet available
in the Unified Interface at time of writing. In addition to that, the security models of
Dynamics 365 and Power BI are separate, and by introducing an external component,
there is a risk of displaying data to users who may not or should not have access. Take
care when looking at integration between these two platforms.

There are currently some reporting features available only within the Classic UI and
others only within the Unified Interface client. This will be highlighted in each of the
sections. There are new features being released in the October 2018 release of Dynamics
365, in which personal dashboards and charts will become available, and also the ability
to run reports.

Views

Dynamics 365 CE use views to display a list of records (Figure 7-1). The list is often a
filtered list of data; e.g., Active Accounts, where the system obtains all of the Account
records available in the system that have their status set to “Active.” Another example
could be the Unassigned Cases view, where the “Owner” field on the Case entity is set to
a team rather than a user. Views allow for the quick review and retrieval of information,
enabling a user to focus on a set of data rather than on hundreds of potentially irrelevant
records. A view is made up of columns at the top of the screen in the header from the
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entity and displays the data that is from the record within the row. Dynamics 365 CE can
be customized to change these columns to what is required so only the most relevant
information is displayed. Users can also search on the view (based on the Quick Find
view), use an A-Z filter, and select records to contextually perform actions on that record,
such as Delete, Resolve, Apply Routing Rules, and Add to Queue. Doing this saves the
user from having to open the form and click a button instead.

Views are used in dashboards (both classic and interactive types) and are the basis
of streams on interactive dashboards. They also form the basis for the initial information
displayed within a chart, where the chart is driven by the grouping of data within the
view that is selected by the user at the time of loading the chart.

2 Dynami

1-2of 2 (0 selected) Al # A B C D E F G H | J ¥ L M N O P Q R S T U VvV W X Y 2 M4 PFagel )

Figure 7-1. My Active Cases view within Dynamics 365 CE

Users can also use filtering on the columns by selecting the Filter and then modifying
the criteria of the data to be returned, per column (Figure 7-2). This is very similar to
the filter functionality within Microsoft Excel. Examples of filtering include if there is
data within this column or not, specific option-sets and also this is where users can
choose sorting features.
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- o EMALAUNE - [IEXCELTEMPLATES - O EXPORTTOENCEL -  pIMPORTDATA - o CHART PANE =

LB &

Figure 7-2. To use filtering within a view, click the Filter button and then select the
dropdown on each of the columns to filter or add a custom filter

Views look very similar between the Classic UI and the Unified Client. There are
styling differences with the command bar and the theme. This is shown in Figure 7-3.

Dynamics 365 + | Dynamics 365 CE | Customers > Cases + @

~ [ETTEETTIE NewCase @ Delete v O Refresh 9 Emailalink |

e My Active Cases -

® EBpottobrcel [~ @ ImportfromExcel |~ £ Open Dashboards

Figure 7-3. My Active Cases view within the Unified Client

Views are created and saved as Public, System, or Personal types, as follows:

o Public Views are views created by the platform, such as Active
Accounts or Inactive Cases. You can create new public views within

the App Designer or Solution Explorer, and they would be available
for all users given the correct security roles.
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o System Views are views created and used by the platform and often
can be modified to make them more relevant. These include Quick
Find, Advanced Find, Lookup, and Associated views. Quick Find is
particularly special as it influences what the search results are when
searching not only on views but also on Lookup views of that specific
entity on record. The first three compatible columns are those that
are displayed when the user is selecting an item from the “Lookup”
field selector. You cannot create new forms of these types; you can
only modify existing ones.

o Personal Views are very similar to public views; however, they have
been created by a specific user and are either kept with that user’s
space or shared with another user or team. They can be shared
provided the user has “User” level access for the Saved View entity.
More information on the differences between the different views can
be found in the “Further Reading” section at the end of the chapter.

Users have access to multiple views of data at any one time. They can be selected using
the dropdown selector, which is indicated by the name of the view at the top of the screen
(Figure 7-4). It is recommended the most often used view is pinned using the pin icon, as
seen in Figure 7-4.

ShowChart + NewCase [ Delete |V (O Refresh

My Active Cases

System Views A

M = My Active Cases

= Active Cases - [ | Case Number
b i Select a view. |
2 Active Cases Opened in the Last 7...
CAS-02311-B5K!
B Active Cases with Parent Child Sta...
2 All Cases CAS-02312-C5P
@ (Cases Being Followed

- CAS-02299-F0G!

Figure 7-4. View selector
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You can also use the Globally Most Recent Used button on the navigation area,
which allows a user to pin views and records within the navigation area to avoid having
to find them via the main sitemap (Figure 7-5).

Dynamics 365 + | Customer Service Hub

DO S senice ? Taining X se Delete [V O Refre

Recently Used

8 My Active Cases

8  Enquiry made via the ...

Case Num
8  Dynamics 365 CE Esse...
8 Apress tialp CAS-0231

Your work has been sc...

Figure 7-5. Globally Most Recent Used list

Creating a View

Personal views cannot be created from within the Unified Interface at the time of writing;
however, this feature is expected to come in the October 2018 release. They can be
created within the Classic UI and the Solution Explorer. Within the Classic UI, views

are created using Advanced Find, which allows you to create a filtered query, configure
sorting, and edit the columns that are displayed in the view using the Edit Columns
button within the feature (Figure 7-8). The view is then saved as a personal view if made
as a user, or if it was made via the Solution Explorer it will be saved as a public view.

Advanced Find

Create advanced search quenes.

Figure 7-6. Advanced Find button within the Classic UI
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Task: Open Advanced Find in the Classic UI and create a filtered query on the Case
entity.

1. To use Advanced Find, click the Advanced Find button on the main
navigation bar at the top of the screen, as shown in Figure 7-6.

2. Select the entity to search using the dropdown list called “Look
For”” In this example, select the Case entity (Figure 7-7).

USTTOOLS | 5% Microsokt | Dynamics 365

FILE ADVANCED FIND || SAVED VIEWS

= Save As y = Group AND 1
Ej i (] j H sse 2 (= Growp "

. ! & Edit Columns (= Group OR i
Query Saved Results  New  Save Clear Downicad Fetch
Views 5} Ea Properties = Detais XML
View Quesy

Look for:  Cases v Use Saved View: [new]

Fields
Activities Complete
Actual Service Units
Billed Service Units
Blocked Profile
Case
Case Number
Case Stage
Case Titie
Case Type
Check Ernal
Child Cases
Contact
Contract
Contract Line
Created By
Created By (Deiegate)
Created By (External Party)
Created By IP Address
Created By Username it

Figure 7-7. Using Advanced Find within the Classic Ul

3. Select the “Status” field from that record type. Once the field
is selected, you can perform a number of operators (such as
“Equals” or “Contains Data”) depending on the field type (such as
“Single line of Text” or “Two Options”). You would select a specific
value or range where relevant to the operator. In this example, set
the “Status” field as “Equals” and “Active” (Figure 7-8).
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LIST TOOLS 2% Microsoft | Dynamics 365

E ADVANCED FIND SAVED VIEWS

Q [£= Group AND @

(= Group OR
Clear Download Fetch
= Details XML
Show View Query Debug
Look for:  Cases Y UseSaved View: [new]

Figure 7-8. Using Advanced Find to create a new filtered query

4. Select “Edit Columns” in the command bar in Advanced Find. Select
“Add Columns” to add new columns from the list of fields available
on the record type, as shown in Figure 7-9. You can change the
record type by using the dropdown list in this screen to change it to
arelated entity and then use data from a related entity in the view if
required. (It will appear blank if the relationship is not populated.)

Edit Columns

Edit columns for the saved view. These columns represent the data that will be displayed in the view.,

Vitw results ane displayed here.

Figure 7-9. Adding columns within Advanced Find
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5. Click “OK” and “OK” again to save your column changes. To save
the view, click “Save” on the command bar, and the system will
prompt you for a name for the view. Enter a descriptive name and
continue to save. This view is now available as a personal view if
it was created via the main interface, or as a public view if it was
created using the Solution Explorer (“Views”).

Advanced Find also allows you to create more-complex queries using related entities
defined in lookups. These relations are linked via a 1:N relationship from the entity
specified in the “Look For” dropdown under the heading “Related,” as shown in Figure 7-
10. This is especially useful where queries are dependent on related data; e.g., accounts
where the primary contact lives in London would be set as “Looking for” the Account
entity; however, it would be dependent on the related Contact entity as defined in the
“Primary Contact” field on the Account record.

LIST TOOLS &7 Micros

ADVANCED FIND SAVED VIEWS
@ rq ' j H save as ‘2 4= Group AND
' - I & Edit Columns {Z Group OR

Query §g-.-e<: Results New Save Clea

Views (73 edit Properties (= Details

Show View Query
Look for: Cases v Use Saved

v Status Equals Active
¥
[ subject N
Related

Action Cards (Regarding)
T Actviies (Regaraing)
Activity Parties (Party)
Alert Subscriptions (Regarding)
Appointments (Regarding)
Case Resclutions (Case)
Cases (Master Case)
Cases (Parent Case)
Connections (Connected from)
Cennections (Connected to)
Contact
Centract
Contract Line
Created By (Delegate) (User)
Created By (External Party) (External Party)
Created By (User)
Currency
Customer (Account) ~|

Figure 7-10. Using the “Related” entities from Advanced Find
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Chapter 1 covered activities and discussed using the “Sort Date” to filter on all
activities. The “Sort Date” is a special field on the Activity entity that is designed to be
populated using customizations (for example, using workflows) so emails, tasks, and
other activity types can be populated with the sort date specific to their activity type. The
“Sort Date” field provides a single field to sort on within a view, so a priority list can be
created at the activity level that includes all Activity-type entities. An example query that
uses this field is shown in Figure 7-11; it uses the Activity entity in the “Look For” option
and the “Sort Date” in the first line of the query.

‘ LST TOOLS 5% Microsoft | Dynamics 365

| ? (= - A .
@ :1 (] j | I B save as 2 {= Group AND =
e I [ Edit Columns {= Group OR i
aved Results New Save Clear Do .-f-;::s:: Fatch
WS ML

[i% edit Properties = Details

Show View Query Debug

Look for:  Activities v Use Saved View: [rew]

Sefect On or After
On or Before
Yesterday
Today
Tomorrow
Next 7 Days
Last 7 Days
Next Week
Last Week
This Week
Next Month
Last Month
This Month
Next Year
Last Year
This Year
Last X Hours
Next X Hours

| Last X Days vl

Figure 7-11. Using the “Sort Date’field to filter activities

There is an alternative to using Advanced Find as a customiser—instead,
customisers can use the View Designer feature within the App Designer to create a
public view. Personal views must be created using the Classic Ul via Advanced Find as of
the time of writing. However, it is expected that personal views in the Unified Client will
be possible in the October 2018 release. In addition to that, modifications to the Quick
Find view need to be completed within the Classic Ul and do not appear in the App
Designer (other system views do).
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Navigate to the App Designer (see Chapter 10 on how to use the App Designer) and
click on the “Views” component. From here, you can review the current views and create
anew one by selecting “Create New.” Views created in this way will be public.

Task: Create a new public view within the App Designer.

1. Open and begin editing an app and select the “Views” component
for the Account entity, as shown in Figure 7-12.

2. Click “Create New” on the right-hand pane. The View Designer
will open.

App Desigrer Lagt Seved o £/23/2006 1143 PM Dt
Dynamies 365 CE & save And Close [ vandate TiPublish

D
Add Search Carvan.

Companents Properties
€ Back

Select Views

Account
w Entity View (5]

w Public Views

Accounts Being Followed

Accounts being followed.

Accounts | Follow

Accounts that you follow.

enced Deals That We Won
ts that influenced deals that n...

Accounts: No Campalgn Acthvities in Las...

Accounts: No Orders in Last 6 Months

All SEH Dashboards
An JCH Cashboards

Accounts: Responded to Campaigns in -

Active Accounts

Al
Al
Al

All Accounts

Cl Dashboards AN Al Accounts (rot avallable)

Figure 7-12. Creating a new view within the App Designer

The top pane on the View Designer is the filter criteria (Figure 7-13). Using the filter
criteria is the same as creating the filter within Advanced Find and reduces the results of
the records found for the user to view.

3. Select “Address 1: City” equals “London.” The bottom pane in the
View Designer allows the user to change the name of the view and
add columns.

4. Click “Column Attributes” on the right-hand side pane and click a
field and drag it to the pane. It will stick on the pane.
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5. Click “Back” and select “Column Attributes - related entity.” These
are fields that can be useful from related entities to display within
the view. Do the same and select a field name and drag it into the
column. The results of the filter will display in real time within
the bottom pane, giving you the opportunity to modify the filter if
required.

6. Ensure your view has a name in the bottom pane, or in the
“Properties” right-hand side pane, and click “Save” then “Save and
Close”

7. Validate and publish the new view, and it will be available to use.

App Designer > View Designer
Dynamics 365 CE D Save & Save And Clone

Components Properties

Column Attributes
Sy Eny
Column Attributes
Felazed Entiv >

3 F

Accounts in London

Figure 7-13. View Designer within the App Designer

Searching in a View

A Quick Find view is used on views to perform standard searching functionality (the
alternative being a relevance search) and is enabled by default. More in-depth detail

on Quick Find views can be found in the “Further Reading” section at the end of the
chapter. Quick Find View configuration should always be considered in implementations
to ensure the find columns (where the search will be performed on) and the view
columns (data that will be returned) are correct for the organisation.
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When you begin typing in the search box within a view, the columns configured
in the Quick Find’s “Find” columns are searched for an exact match of the string
from beginning to end. A wildcard (*) can be used and added to the search term. The
* character can be prefixed, suffixed or both with a search term that then can be searched
for within a column and not have to be a direct match from beginning to end. An example
of this is that “The Tenth Account” can be found using *Tenth* as the search term. If the
wildcards were not used, it would not be found. In addition to that, if the column “Name”
was not specified in the Quick Find view, then that column would not be searched.

Task: Configure the Quick Find view for accounts.

1. Navigate to the Solution Explorer and select the Account entity
and then “View.”

2. Select the Quick Find view. This will open the Quick Find view as

in Figure 7-14.

3 H R SeveancCose  dpdctors-
I Vo (AR EX

Tlrew | ¥ | Moweactons » = View: Quick Find Active Accounts FIDhing o SRR Dymamics 283,

Accours Name a Begourt Numstr  Primaey Contbel Aggreys | Common Tatks

i ] R L % ; i

B quckFind Actve Becoins

e L

1- 19.of 19 (1 selected

Status: Existing

Figure 7-14. Quick Find view within the Solution Explorer

3. Edit the columns returned by the search by selecting “Add View
Columns” to modify the result of the search and the columns
being brought back to the user. This can be done by selecting the
columns required and clicking “OK.” Do the same thing for the
find columns, which will modify the columns the search term
is matched with. Click “Add Find Columns” and add some new
columns to be reviewed against the search term (Figure 7-15).
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4. Click the OK button and then click “Save and Close” and “Publish
All Customizations.”

5. Navigate to the entity and start using the search functionality to
see the columns added to the view columns being output in the

results of the search.

PowerApps

- H B : @Heio ~
Add Find Columns x
Select the columns to be searched on for this Find view.
E View: Ql on: Dynamics 365 CE
Account Name on Tasks
Display Name a Name Type K— _)
+ t N name Single Line of Text
' accountnumber Single Line of Text B Properties
address1_composite Vultiple Lines of Text Bt Frter Criteria
add Option Se
anfigure Sorting
add Single Line of Tex
addn Single Line of Text §d View Columns
add Single Line of Text 3d Find Columns
ddress 1: Fa address1_ Single Line of Text
3 jange Properties
E Address 1: Freight Ter addressi_freighttermscode  Option Set -
imove
@D Note: wnen tne

Figure 7-15. Add find columns within a Quick Find view

Managing Views

Views are managed by the system administrators and customizers who own the public
and system views. Views are managed and edited via the App Designer or Solution
Explorer. Users who create personal views via the Classic UI can also manage these
views using Advanced Find. Users can edit their personal views (which appear alongside
public views) by selecting and performing various operations on them, such as Delete,
Assign, or Share.
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Task: Review operations available on views.

1. Open the Advanced Find tab in the Classic Ul and create a simple
personal view using Accounts and setting the field “Address: City”
to “London” (Figure 7-16).

2. Click “Save As” on the ribbon, name the view, and save it.
3. Select “Saved Views” on the ribbon for the view to appear.

4. Select the view just created and select the Saved View tab at the
top of the screen.

STTOOLS | % Microsoft | Dynamics 365

- Sarah Critchley Q
ADVANCED FIND || SAVED VIEWS | CRMCAT.PAOD g
g

& Accounts Saved Views: Active Saved Views v
O | mame # | owner Last Modified |

Accounts in Lendon Sarah Critchley  7/7/2018 10:.

1-10f 1(0 selected) | Al # ABCDEFGHI JKLMNOPQRSTUVWXYZ | W4 Pagel )

Figure 7-16. Saved personal views can be managed within Advanced Find tab

Various operations are now available, including Delete and Share. The sharing
functionality is the same as sharing a record, which was covered in Chapter 4. The
sharing functionality can be seen in Figure 7-17.
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B Accounts Saved Views: Active Saved Views v o)
| Name + | owner i Last Modified
Accounts in London Sarah Critchley  7/7/2018 10...
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javascript

Figure 7-17. Use the ribbon to perform various operations on selected saved
views, including Delete or Share

Editable Grids in Views

System and personal views have additional functionality to allow users to edit the
records within the grid using the editable grid feature. Dynamics 365 CE as standard
does not allow users to modify data in line within a view, and it is not until this feature
is turned on that this is possible. Editable grids allow for quicker data entry and
modification. This is added using the control framework, which is covered in more detail
within Chapter 10.

Editable grids require a customizer to set up the editable grid control and modify
its properties, including its available view, grouping amendments, and the lookup
configurations on the available views.

Task: Add an editable grid to the Account entity.

1. Navigate to the Solution Explorer and select the Accounts entity,
ensuring the name “Account” is selected and you are on the Entity

Configuration screen.

2. Select the Controls tab as shown in Figure 7-18.
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PowerApps

“ b | =33 srow Depencencies Ly Publish ' Maraged Properties
o Information
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Status: Existing

Figure 7-18. Navigate to the Solution Explorer and click Controls tab to add a
new control to the entity

3. Select “Add Control.” On the configuration page, scroll down and
select “Editable Grid” making it available for web (Figure 7-19).
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Add Control

Select a custom control from the field.

Figure 7-19. Click “Editable Grid” on the Add Control window

There is additional configuration required that manages lookups
and grouping, highlighted in Figure 7-20.
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General Primary Field Controls Events

Control Web Phone Tablet
Read-only Grid (default) ) .

Editable Grid . x

Property Value
Grid view Property i
Add Lookup

Nested grid view

YR

Mested grid parent ID

Group by Column * Enabled (Enum) Vs

Figure 7-20. Adding lookup fields within the editable grid so they can be used

4. Select “Add Lookup” on the Grid View property. Select the My
Active Accounts view, and then the single lookup column in that
view will appear. (If there were more than one lookup type field,
they would appear here.) This control allows users to configure
lookup-type fields so they are editable within the view configured
(Figure 7-21). Select the default view as the only one available
(“Contacts Lookup View”). See Figure 7-22. This needs to be
configured as a lookup field is configured with a view of records
on a form so a user can select from a sub-set of records, the same
thing needs to occur on a view.
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Configure Property "Add Lookup"

Select a lookup field to configure.

Avallable Views | My Active Accounts
Avaiaple Cotumns |

T —————

| Choose the primary contact for the account to provide quick access to contact detail

Figure 7-21. Configuring the lookup fields for the specific views

5. Within the configuration, there is also the functionality to group
by column. This can be switched off or enabled. This can be left

for now and kept on, allowing the user to group the records by
column.

6. Save the changes by selecting the Save button and click “Publish”
in the Solution Explorer.
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Configure Property "Add Lookup"

Seect a lookup fieid to configure.
Avallable Views | My Active Accounts
Availabie Columns | Primary Contact

Seiect a primary data source for the lookup field.

Defauit View | Contacts Lookup View

Cicruy show records where:
Contacts (Company Name {Accounts})
Containg
Compary Name (Contacts) (Contacts)
Users can turn off filter

Figure 7-22. Changing the default view for the lookup

Once published, refresh the application and navigate to the Classic Ul to see the new
editable grid on the Accounts view. The user interface is different than standard; notice
how the columns can now be edited in line without you having to navigate to the record
itself. Grouping can also occur within the view of the fields available in the columns.
Business rules, discussed in the “Processes” chapter, also run within an editable grid
view as all of the fields are present in the view (Figure 7-23).

314



2| Dynamics 36

CHAPTER 7

REPORTING

+ wew i oeETe - Fgseow s -

Figure 7-23. Editable grid and grouping available on the Accounts view

Email {Primary..

Editable grids are available in both the Classic UI and the Unified Interface. The same
functionality is presented to the user with the same features across both interfaces, as seen

in Figure 7-24.
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Dynamics 365 CE Custormpes. 3 Accounts

CRM CAT Labs 072371203121

~ Dublin
CRM CAT Lab - Sarah Critchley 290132710 Dublin 3
~ Nottingham

Coffee Time - Momingham

Figure 7-24. The editable grid within the Unified Interface provides the same
features as the Classic Ul

Charts

Dynamics 365 CE allows for visualizations to be made that are based on a record
type and a related view, creating a visual representation of a list based on the filtered
information. This chart can be displayed while on the list view for the entity, embedded
into a form, or seen from within dashboards. Charts can be created within the App
Designer or the Solution Explorer, or personal charts can be created within the Classic UI
(soon to be available within the Unified Interface in the October 2018 release).

Charts have two types, as follows:

o System: A system chart is created in the same way as system views,
which is by customizers via Solution Explorer or the App Designer.

o Personal: Personal charts are created via the Classic Ul in the Chart
Designer available from the Chart pane (Figure 7-25).
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App Designer Lait Saved o /23208 1148 PMDrat
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Case Resolution Trend
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Figure 7-25. Charts within the App Designer can be created when the “Chart”
component is selected

Charts can be created from the Chart pane within the Classic UI, as seen on the right-
hand side of the screen while on a view, as seen in Figure 7-27.

Like views, more than one chart can be created per record type, and a dropdown list
of available system and personal charts is available from the chart selector (Figure 7-26).

+New EORETE - MRCHOWAS - o EMAILALNK |- [IRUNREPORT - [ENCELTEMPLATES - O, EXPORTTOEXCEL =  [pIMPORTDATA =  glJ CHART PANE =

+= My Active Accounts > 5

Sivigti: [ At Oy % ASCounts by Cwnar v + 5B .
O | Account Name «| MainP. « | Ad- « | Primary Contact ~ | Emall (Primary... -
 Cambridge
Apress Cambridge
CRM CAT Labs 072371203.. Cambodge
« Dublin
CRM CAT Lab - Sasah Critchiey 230132710 Dubiin e | " _
1§ SarahCrischiey "
 Nottingham | -
Codfue Tore ann Nrttinaham

Figure 7-26. Charts can be created within the Chart pane in the Classic UI by
expanding the pane and selecting the plus icon
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+new  FpEETE - MEseowas - o EMARAUNE - [ RUNREPORT +  [IENCELTEMPLATES - O, EPORTTOEXCEL | - [y IMPORTDATA = gl CHART PANE =
= My Active Accounts ¥ 2
Group By:  Address 1- City  ~
Account Name «| MainP.. - | Ad. * = | PrimaryContact = | Emall (Primary... - H ¢
 Cambridge D
Apress Cambridge - E
CRM CAT Labs 072371203... Cambridge e e [[In:]
~ Dublin
CRM CAT Lab - Sarah Crivchley 290132710 Dublin

« Nottingham

Coffee Time Mottingham

Fage 1

Figure 7-27. Chart pane within the Classic UI sits on the far-right side of the
screen

Charts can be accessed from the Unified Interface by selecting “Show Chart,” on the
view screen, shown in Figure 7-28.

O Refresh @ Emalalink |+ @ Bporttobxcel | @ ImportfromExcel [ B} Open Dashboards

Mormal Phone CRM CAT Lab - Sarah n Progress

Figure 7-28. In the Unified Interface, click a view and then “Show Chart” to see
charts
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The Chart pane appears and a user can select from the dropdown list of available charts
for that record type (Figure 7-29). At the time of writing, new charts cannot be made from

the Unified Interface; however, this functionality is expected in the October 2018 release.

i 365 - Dynamics 365 CE | Customers > Cases L2 a8 9 +
= HideChart + MNewCase @ Delete | O Retresh 9 Emamlalink |~ @ Bpottobesl |~ @ importfromExcel |~ &) Open Dashboards
e My Active Cases - Seorhforreouds 2
a Active Cases by Agent v
B CountAll [Cxe)

22 D 1 Norma P P

* 9 n Pro
A < H 1 A N P Q R T N x

Figure 7-29. Chart visible on a view within the Unified Interface

Charts are built using the Chart Designer in Dynamics 365 CE for both system
and public charts. The Chart Designer can be seen in Figure 7-30. The type of chart is
selected from the ribbon bar.

Note Tag and Doughnut type charts are only available to display within the
Unified Interface and will not display within the Classic Ul.
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PowerApps
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Figure 7-30. Chart Designer

The controls on the ribbon also allow for you to specify the “Top” and “Bottom” rules
of a chart. This feature filters the results of a chart such that only the top or bottom 5, 3,
or N number of records are used.

Task: Create a new chart.

1. Navigate to the App Designer or Solution Explorer and select
“New Chart”

2. Name the chart (or leave it blank to be auto-populated by the
fields used).

3. Select the view to be used by default and for preview purposes.

4. Add the legend or series for the vertical axis. This is normally a
numerical type field, so it can perform an aggregate function. If a
non-numerical type field is used, only the functions “Count: All”
or “Count: Non-Empty” are available. Use the “On Hold Time” in
the Account entity as an example. This is a numerical field that can
perform the “Sum” aggregation shown in Figure 7-31.
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5. Add the category for the horizontal axis. This will be the cross-
relationship based on the series selected in the previous step; e.g.,
“On Hold Time” by “Modified On” date would display the sum of
the total hold time cross-referenced by the Modified On date by
month. This could potentially indicate spikes where accounts have
had excessive amounts of hold time, in months.

o -
W Dl @ VY o 35T
Sre Coumn By Ama  Lre Fe o Feve g Dogres ok

Working om sohution: Defasit Solation

;;;;;

Figure 7-31. Adding legend and category to the Chart Designer

6. Save the chart and exit the Chart Designer.

7. Navigate to the entity selected (Cases, if the example was
followed), expand the Chart pane, and select the chart from the
list of charts.

Dashboards

Dashboards bring together views and charts to provide a single-screen experience for
the user. A dashboard allows users to see information presented in a list format and
perform operations on those records without having to navigate to the full record. It
displays aggregates through tiles and visualization through charts, all while remaining in
context with the records presented in the views.
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Dynamics 365 CE has two types of dashboards at the time of writing. Classic
dashboards are available in both the Classic Ul and the Unified Interface (Figure 7-32).
They allow a user to embed views, charts, Iframes, and web resources (e.g., HTML)
within the dashboard itself. The creation of these types of dashboards can be achieved
using the App Designer or Solution Explorer in the same way as views and charts are
created. Classic dashboards also come in personal and system types. Classic personal
dashboards can also be built by users within the Classic UI under the “Dashboards” area

of the sitemap and by selecting “New.”

BSAVEAS SUNEW - = SETASDEFAULT & REFRESH ALL

Sales Activity Social Dashboard ~

Sales Pipeline O @ = What's New =

POST

1Oty B 2-Demicp

Figure 7-32. Classic dashboard within the Classic UI

Interactive dashboards were introduced to Dynamics 365 CE in a previous version.
They are now available exclusively within the Unified Interface (Figure 7-33). They
provide an enhanced dashboard experience compared to classic dashboards by
displaying more contextual and modifiable information to the user, allowing them
to action items and filter information through tiles, views, and charts. Interactive
dashboards are only available to be created at a system level at the time of writing;
however, it is expected that personal dashboard functionality will be available after the
October 2018 release. Before that happens, interactive dashboards need to be created via
the App Designer or the Solution Explorer.
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o Tier 1 Dashboard ~ Custom Time Frame 17172018 To S30/2018

a Cases By Prigrity Case Mix (By Ovigin) Cases By Account Cases By Status

CRM CAT . (1) Sarsh Cr.. (1)

o

@ Dynamics 365 CE Essentials No data available No data available. @ Booking Alert for 00002

@ There s an issue with the syst... . | ﬂ ;r..r...km:,- Alert for Resources  +
Figure 7-33. Interactive dashboard within the Unified Interface

This chapter will focus on the second type—interactive dashboards; however, for
more information on classic dashboards, please see the “Further Reading” section at the
end of this chapter.

Building an Interactive Dashboard

Interactive dashboards are available in multi-stream or single-stream types:

¢  Multi-stream dashboards allow for “streams” of information that
are based on views or queues that are embedded and are based on
any and multiple entities; e.g., Accounts, Contacts, Opportunities,
etc. They include buttons for the user to switch to a tile view,
providing aggregates, or the user can open the visual filter to display
visualizations on top of the streams.

o Single-stream dashboards are confined to one single entity and
can include charts within the single page as well as aggregate tiles
without needing to select extra buttons.
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In both types, the charts are interactive and can be used to filter the records in
streams. The user simply clicks on certain segments of the chart to allow the data to
refresh in real time.

More details on the specifics of dashboards can be found at the end of this chapter
within the “Further Reading” section.

Task: Create an interactive multi-stream dashboard

1. Navigate to the App Designer and select the “Dashboard”
component.

2. Click “Create New” in the right-hand pane and select “Interactive
Dashboards” (Figure 7-34).

App Desigrer

Dynamics 365 CE
=+ 2
Add Search Camvay
Components Properties
Dashboards @  Dashboards | Business Process Flows EA Business Proces... | All Tr——

Select Dashboards Create New

Classic Dashboards
w Entity View (5
w Classic Dashboards Interactive Dashboards

App for Outlook DI

Sl Dashboards
Sl Cashboards

Customer Service Manager Dashboard
Shows the day-10-day work related data i

ard

Sl Cashboards
Gl Dashboards

Customer Ser

Shows the key |

@ boasd Al
a Al
0
@ g Al
Lo] Al

Figld Sorvice Administrator Dashboard

Figure 7-34. App Designer “Dashboard” component

3. Click the Multi-Stream tab and then “2 Column Overview,” as
shown in Figure 7-35. This dashboard is designed to have multiple
streams and two charts.

4. Select “Create” for the Dashboard Designer to open.

5. Select the dashboard to be created for the Case entity.
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Choose Layout

Figure 7-35. Multi-stream and single-stream dashboard selectors

6. There are three stages of creating a dashboard. Stage one includes
setting up the initial information, which can be seen in the
properties at the top of the screen, shown in Figure 7-36:

o Name: Enter the name of the dashboard.

o Filter Entity: The charts are based on this entity.
o Entity View: The view of the selected entity

o Filter By: The field to filter on

o Time Frame: The time frame of the filtered field; this can be modified
by the user in real time. (Note - be aware of this field, it can make it
appear as if there is no data within the dashboard)
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Figure 7-36. Multi-stream Dashboard Designer

7. The second step is to add add the “streams” of information, which
are represented by views and queues. Select the “Streams” space
at the bottom half of the designer for the stream selector to appear.
Select if it is based on a view or a queue (view, in this example)
and select which entity. Examples in Figure 7-37 are Active Cases
(View), All Activities (View), and All Phone Calls (View).
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Figure 7-37. Add streams within the dashboard

8. Select the Visual Filters tab for the last step. Selecting the Chart
button on the Dashboard Designer opens the chart selector.
This will be locked as the same record type and view as for the
“Filter Entity” selected in the dashboard configuration. Select the
charts from the standard charts available for the Case entity by
selecting ‘Add’ Visual filters, or charts, are used to filter down the

records within the views selected (Figure 7-38).

327



CHAPTER 7  REPORTING

Add Component

Chooss the component that you want to add to the dashboard.

o

H
4
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¥
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Figure 7-38. Adding visual filters

9. Once completed, click “Save,” “Validate,” and then “Close,”

10. Ensure the dashboard is selected to be included in the app (or all
of them) and click “Save” and “Publish” on the App Designer.

11. Refresh the app, and the dashboard will then be visible to users.

Using Interactive Dashboards

When a dashboard is open, there is various functionality available from the single-page
view. This functionality can assist in performing operations and tasks quickly without
having to click to navigate to a view or even a record. Some basic functions are listed here
(Figure 7-39):

o Select the Show Visual Filter button on the ribbon to display the
charts in the multi-stream dashboard based on the Filter entity.

¢ Select the Show Global Filter button on the ribbon to filter on the
records, like in Microsoft Excel.

¢ Select the Switch to Tile View button on the ribbon to see an
aggregated view of the streams.
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o The Set as Default button sets the dashboard as the default so that
this is the dashboard that appears first when the dashboard area is
selected in the sitemap.

o The Refresh All button refreshes all the data contained within the
dashboard rather than using the browser button.

Dren,

bl Show Visual Filter W Show Global Filter B8 Swatch to Tile View 3 Set As Default () Ratresh AN

@ Booking Alert for (0002

@ Dynamics 365 CE Essentials @ Booking Alert for Resources

o Bad feedback

Figure 7-39. Using dashboards: the ribbon control

You can click on the action button on a card view to perform various actions on a
single record or on multiple records at one time, as shown in Figure 7-40.
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Figure 7-40. Select the action button on a card view to perform operations

Interactive dashboards by default have a filter date set against it upon creation.
This can be modified or changed to a custom time frame to load the records within that
range (Figure 7-41). The custom time frame cannot be saved within the properties of the
dashboard at the time of writing.

330



CHAPTER 7  REPORTING

Last Quarter 4/1/2018 To 6/30/2018 /]

Created On 1
Unfiltered My A tiviti Today rered
Yesterday
' g 2 40 &=
This Week
Booking Al
s oo Last Week
ilable. @ g This Month
0
Last Month
C

Month To Date

Bocking Al This Quarter
/12018

@ 8 Last Quarter
Q
Custom Time Ffa
Last Quarter

Crarr
= _—

Figure 7-41. Changing the Date filter in interactive dashboards

Using visual filters (charts) allows you to filter records within a stream based on
those charts, removing unnecessary data and allowing you to focus on data you are

reviewing or searching for (Figure 7-42).
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Figure 7-42. Use the visual filter and click on the charts to filter the records within
the streams
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Reports

Reports within Dynamics 365 CE are based on SSRS (SQL Server Reporting Services)
reports that are accessible via the application interface within the platform. A small set
of reports are available as standard, and users can also create custom reports through
a wizard process. Reports are similar to views and charts, where they are visible to all
users or offer personal visibility when the report has been created by a user or shared
(Figure 7-43).

Reports operate as a “report card” style of reporting that is designed to be printed
or distributed—e.g., as a PDF—to other members of the organization. This could be
because users who need to see the report do not have access to the system, for example.
Custom SSRS reports can be created and imported into Dynamics 365 CE to create
enhanced visuals. This is achieved using extension packages within Visual Studio and
requires development knowledge. Reports at the time of writing can be created using the
Classic UI only; however, support to run reports is planned within the Unified Interface
after the October 2018 release.

The “Run reports” feature generates an output that can be a table- or chart-style
report, and a user can then save or print the report. Dynamics 365 CE Online does not
allow for the scheduling of reports as standard. However, this has been made possible
using Microsoft Flow. Reports do not use the same style of charts as seen in the charts
functionality covered in the previous section. It was previously a fantastic way for
grouping records; however, since editable grids were made available, this feature has
been used less.

More information on reports can be found at the end of the chapter in “Further
Reading.”
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Figure 7-43. An example report within Dynamics 365 CE

Building a Report Using the Report Wizard

Reports are created by following the Report Wizard process within the Classic UlI, which

guides users through all the required steps to create a report.

Task: Create a report using the Report Wizard.

1. Navigate to the “Sales” section of the sitemap within the Classic UI

(Figure 7-44).

2. Click “Reports” and click “New” on the view. (Note: This is also

where users would navigate to run reports from this view.) The

New Report dialog window will open.
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My Work Customers Sales Collateral Marketing

BlEEER ¢

Figure 7-44. Reports area of the Classic Ul

3. Select “Report Wizard.”

4. Select “Start from a new report,” as shown in Figure 7-45. (Note:
Existing reports can be used as a basis to save time in some cases,
which can be done by selecting “Start from Existing Report.” To
overwrite and edit the existing report, ensure the “Overwrite”
option is selected.)
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m H k"lia-.ea':Ccse i_‘; &) Help ~

|u' Report: New Report Working on solution: Default Solution

Genera Administration

Source

*Report Type Report Wizard Report .
———emApocdioacd io create or modify the report.
Report Wizard

Details

*Name =
Description

Parent Report
Parent Report _ﬂ

Categorization
Categories
Related Record Types
Display In Reports area
Languages English =

Status: New

Figure 7-45. Click “Report Wizard” on the New Report dialog—no need to enter
any information at this stage

5. Set the report name and the entity the report is based on. An
example can be “Case Overview” and “Cases,” as seen in
Figure 7-46.

6. Ifthereis no other information available from related entities to

set as the primary record type in this example, leave this blank and
click “Next.
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Get Started

Sebect how to start your report,

Select the starting point for your report
®  Startanew report

)  Start from an existing report

Figure 7-46. Creating a report: Select “Start a new report”

Adding related record types allows the report to be more diverse
in the data available to be added within the report; however, it is
not essential (Figure 7-47).
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Report Properties

Enter the name and description of the report, and specify which record types the report will use.

Specify the name and description of the report
Report name: * Case Ovenview

Report description:

Specify the record types to include in this report
Your choice for primary recerd type will determine which related record types can be included.

Primary record type: * | cases

Related record type: I

Figure 7-47. Add the name and primary record type

7. Select a filter for the data to be used when running the report
(Figure 7-48). Keep this simple for now by selecting a saved view,
such as Active Cases. Complex filters can be created here using the
Advanced Find-style interface covered previously in this chapter.

8. Click “Next.”
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Select Records to Include in the Report

Select a view, or define criteria. This will become the default filter for the report.

Report Filtering Criteria

Cases

Use Saved View: | Active Cases

e | [)orowwano Jof Grovpor
v Satus Equals

Figure 7-48. Creating a report: Adding a filter

The next page of the Report Wizard defines the visual appearance
and the grouping filter for the report table. Use the grouping
hierarchy at the top of the wizard to set groupings based on the
fields available from the selected primary or related entities.
Adding grouping will group the returned records from the filter
into the groups based on the data in those fields, in the same way
as the editable grid does within views.

9. Asshown in Figure 7-49, build the table in this task using the
columns in the entities by selecting “Add Column or Grouping” or
clicking directly on the column header where specified. Change
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the sorting criteria—for example, Ascending or Descending—by
selecting “Configure Sorting.” Properties of the columns, such as
width, can be modifiedby selecting “Change Properties.”

Lay Out Fields

Select the columns, groupings, and totais to display in the report.

Origin Common Tasks
| Click here to add a grouping | o

o ©
V)

[ Configure Sorting

[ Add Column o
Grouping ..

un Change Properties ...
[% Remove Column or
Grouping

(0% set Top or Bottom
Number ...

Figure 7-49. Setting up grouping and columns for the table

10. Set the “Grouping” field to group by origin by clicking on the
“Click here to add a grouping” section in the wizard.

11. Add basic fields within the report, such as “Case Title,” “Case
Number,” and “Customer,” and click the Next button. As the
columns in the example did not specify any numerical type fields,
charts cannot be added on this occasion; if they did, they would
be added at this stage in the wizard (Figure 7-50).
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12. Complete the wizard process and save the report. The report is
now finished and can be run. This is done by selecting the Run
Report button in the report view.

Format Report
Select the basic format of the report.

o If you want to use a chart in this report, click Back, and then either add a summary type to an existing numeric column, or add a new
numeric column with a summary type.

(@ Table only

Chart and table:
# Show table below chart on the same page.

s

Show chart. To view data for a chart region, click the chart region.

M’E

Figure 7-50. Adding a table or chart when using numerical fields

Reports can also be run from views themselves, where the Run Report button is
filtered to only show reports based on the entities of that specific view (Figure 7-51). This
feature is in the Classic UI only at the time of writing; however, it is expected to be in the
Unified Interface following the October 2018 release.
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| >ecure nIpsy//crmcatcrm CrMrepons/reporiproperty.aspxXrromwiZara=true&iia="ve/ DUAL
H h:l Save and Close :'; Run Report '-;.bgc-.ior‘.s -
I
1-' Report: Case Overview Working on :

@ vour report has been saved. You can edit the properties of the report, or close this form.

Genera Administration

Source
Figure 7-51. Running a report from the Report record

The finished look of the report is a basic table visualization of the data, as seen in
Figure 7-52. The reporting functionality is an older-style form of reporting but is still
useful to be able to export data from within the system in a more defined way than in
Excel. It requires little further action upon the data and gives users access to a read-only
format of data they would otherwise not be able to see.

[Edit Filter
I< < of1 D Dl O © 00% v 9. &
Case Overview

@Filter Summary

Dynamics 365 CE =~ CAS-02311-B5K9B2 CRM CAT Lab - Saral;
Essentials Critchley

There is an issue  CAS-02299-FOGIX8 Sarah Critchley
with the system

Figure 7-52. The completed report created using the Report Wizard

Summary

This chapter has reviewed the core functionality surrounding reporting on data
within Dynamics 365 CE. It covered how to create filtered queries, known as views, to
allow users to focus on the right data where required. Then, it went on to cover how
to use views in charts and build basic charts that can be viewed alongside data in a

341



CHAPTER 7  REPORTING

view, embedded into forms, and used within dashboards. Dashboards are critical for
organizations to be able to offer a single-page view of more than one stream of data, see
visualizations alongside the data, and filtering data so users can focus on small subsets of
data where required. Being able to modify how the data is displayed to users across the
organization is critical to using Dynamics 365 CE effectively. This chapter has covered
how to get started in this area to help you learn the core principles of modifying views,
charts, and dashboards to display data in the most effective way.

Chapter Tasks

At the end of every chapter, there will be a section that gives up to ten suggested tasks for
you to complete within Dynamics 365 CE. These tasks will be based around the topics
covered within the chapter and the further resources referenced at the end. They are
aimed at expanding practical knowledge and application regarding those topics that
goes beyond reading about them.

1. Create a new view.

2. Modify an existing view, changing the columns and sorting
criteria.

3. Create a new chart.

4. Create a classic dashboard.

5. Create a multi-stream interactive dashboard.
6. Create a single-stream interactive dashboard.

7. Become familiar with all the components of using an interactive
dashboard.

8. Create a new report using the Report Wizard.

Further Reading

Standard Entities and exporting the ERD of the standard Dynamics 365 CE System
(Microsoft, 2018). URL: https://docs.microsoft.com/en-us/dynamics365/customer-
engagement/developer/use-metadata-generate-entity-diagrams
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Power BI Integration with Dashboards (Microsoft, 2018). URL: https://docs.
microsoft.com/en-us/dynamics365/unified-operations/dev-itpro/analytics/
power-bi-integration

Quick Find Search vs Relevance Search (Microsoft, 2018). URL: https://docs.
microsoft.com/en-us/dynamics365/customer-engagement/basics/relevance-
search-results

Classic and Interactive Dashboards (Microsoft, 2018). URL: https://docs.
microsoft.com/en-us/dynamics365/customer-engagement/basics/start-your-day-
dashboard-chart

Interactive Dashboard features (Microsoft, 2018). URL: https://docs.microsoft.
com/en-us/dynamics365/customer-engagement/customize/configure-interactive-
dashboards

Reporting within Dynamics 365 using the Report Wizard (Microsoft, 2018). URL:
https://docs.microsoft.com/en-us/dynamics365/customer-engagement/basics/
create-edit-copy-report-wizard

Personal Views and Sharing (Microsoft, 2018). URL: https://docs.microsoft.com/
en-us/dynamics365/customer-engagement/customize/create-edit-views
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Processes

Processes are a way to implement custom business logic within Dynamics 365 CE. This
business logic can include automation and business process flows that are built within
the application and that can be achieved often in a drag-and-drop control without

the need for external tools or development. Using these tools to customize the system
allows organizations to add operational value and provides the opportunity for more
implementation of business processes, often reducing large maintenance overheads and
the requirement for organizations to have development knowledge.

It is considered best practice within Dynamics 365 CE to review the standard features
of the platform, then the capabilities of customization, before considering development
for building more complex automation and processes. One of the best and most
important practices when customizing the platform is to review the routes by which a
requirement can be achieved using these three practices. Of course, custom code is not
the enemy, and certainly a complex string of processes should not be created to prevent
a plugin that may be achieved using a few lines of code. All this is shown in Figure 8-1.
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Development: Writing code to extend
using JavaScript
Webresources/Plugins

~
Low Code/No Code Extensions:

Extensions using tools such as Flow,

Canvas Apps
)

~

Customization: Making changes to
Metadata using the Ul Designers

J
N

Standard: Data-driven Configuration

Figure 8-1. Customizing Dynamics 365 CE

The processes covered in this chapter are configurable within the user interface of
Dynamics 365 CE. They have an initial learning curve to begin using and maintaining
them within the system. That said, the complexity is not the tools available but
instead the implementation of the business logic. While Dynamics 365 CE provides
a vast number of tools with which to implement powerful processing for businesses
with relatively small amounts of effort, the business logic itself still requires thought,
planning, documentation, and testing after implementation. The process should still be
treated as a software project using implementation methodologies.

Starting with Processes

The types of processes covered in this chapter are as follows:

¢ Business Process Flows - Used to create guided processes for
the user

o Workflows - Used to create real-time or background automation
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e Actions - Used to create platform operations and implement
reusable logic used in workflows and business process flows

¢ Business Rules - Implement field-level-based logic

o Task Flows - Used to create a wizard-like process that a user follows
and that can utilize automation logic

Dialogs are a process within Dynamics 365 CE; however, Microsoft has announced
they will be deprecated. Look at using business process flows, task flows, or
canvas apps to implement this type of workflow.

Most of these processes can be found within the “Processes” area within the Solution
Explorer in the Classic UI (Figure 8-2).

gy Saveand Close (5 ¢ .: how Dependencies - PO ution W Translations = | || &) Publish Al Customizations iy Actions = s
H s c M, =52 Show D Export So ./ P A A ]
. Solution: Dynamics 365 CE
[ Z. Processes
Solution Dynamics 365 CE )
Component Type Frocess ¥ | View | Customizable
[ MR AT
I RsdA - = : xa
* L?_ﬂ 2 MA 2 T. New T. Add Existing W Delete = Remove ) Activate D Deactivate =33 Show Dependencies
?) RMA Product — = _
;.J' = =5 Add Required Components 3" Managed Properties More Actions ~
jz"' K er | Process Name 4 | Category | Primary Entity Tl
ption Sets -

K Ciient Extansions

] Web Resources

T, Processes

- Plug.in Azcemblies
1] Sak Message Processin...
&% Service Endpaints
{23 Dashboards

[E%]) Dialog Boxes

(4] Reports

% Connection Roles
B Artice Tempiates
[8) Contract Tempiates
& emai Tempiates

Figure 8-2. “Processes” area within the Solution Explorer view
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Figure 8-3 shows how to choose the type.

u I R save anc Ciose

D233 Show Decendencies i b oo Solution. Sl T e . e Sno-
Create Process
Solution: Dynamics 365| Define 2 new process, or create one from an existing template. fou can craate four kinds of processes: business process flows
@ 2. actions, dialogs, and workfiows
Processes
. Process name: * =
[ PR LE RS e
-

o Sl A Category: * v Entity: * =

b SR proctes ; E—

; yoe Acticn

7 50“ e Impiate (select from list):

& B-Wafkomef Business Process Flow
(8 ootion sets Dalog Y L D)

fent E Workflow

i Crent g Template Fame T Primary Entity Owne
8] Wen Resources

T Processes

~{3 Plug-in Assembilies

2] Sok Message Processin
i Service Endpoints

Figure 8-3. Creating a new Process: Action, Business Process Flow, Dialog, and

Workflow types can be selected

The process that sits outside of this area is business rules. Business rules operate
at the entity level or field level and can be found either at the entity metadata level or

within the form or field configuration itself (Figure 8-4).

Account
— ! Business Rules

Solution Dynamics 365 CE

3.7!.—‘0'.'570’ o=
E.. Components

] air'.:es

4 B Account

E Forms
5 views
g crans
& Fields
ml(e',s
=3 1:N Relationships
B0 N:1 Refationships
33 N:N Relationshi...
B Messages
:@} Business Rules

e liacar
¥

B edit | X | © Activate

Et New

| Mame &

L Eots

Q) Deactivate

3" Managed Properties =§E Show Dependencies

Scope | Type

Figure 8-4. Business rules are available from the entity or form/field levels

This chapter will cover the five main types of configurable processes and how to
create each type of process, their properties, and considerations using examples.
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Business Process Flows

Business process flows are a guided process that allows users to be prompted for
certain information required at specific steps in the process. Business process flows can
include mandatory fields so that it becomes a gated process where such fields must be
completed before allowing a user to move on to the next stage.

There are many business process flows already in the system being used for standard
processes. These include the Case entity, the Lead-to-Opportunity process, and
Opportunity management. The standard Case entity business process flow can be seen
in Figure 8-5. Business process flows are available on both the Classic UI and the Unified
Interface with minor cosmetic and functional differences.

365 CE Essentials 2 g v + @

B Delete

Phone to Case Process. .
Active for 31 days Identify (310)

for 31 days
Summary

Find Customer * [ CRM CAT Lab.
CASE DETAILS I - +
Find Contact Look # ta B

Case Title " Dynamics 365 CE B

ai CAS-02311-B5K962
Subyect Services E i

{1 CRM CAT Lab - Sarah Cr..

O CRM CAT Lab - Sarsh Critchiey

namics 365 CE Essentials’s wa 8 phan 290132710

xse: Crea Sarah Critchbey fos A t CRM CAT
Lab « Sarah Critchley

Figure 8-5. Standard business process flows within Dynamics 365 CE Unified
Interface

To use a business process flow, fill in the fields required at each named stage (in
the Unified Interface the stage name needs to be selected). In the example of the Case
entity, the “Identify” stage is asking for the “Customer” field to be completed, and
also “Contact” if required. You would complete these, with the minimum being the
“Customer,” then click the Next Stage button. The Next Stage button moves the Business
Process flow’s active stage to the next stage; in the Case example, to “Research.”
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Business process flows can branch based on the type of data entered within the
fields. You can get directed to different stages based on the data entered, presenting
you with additional or various stages based on this. You do not have to be aware of
the change in the branches themselves and can continue using the business process
flow based on the information required at the stage presented to you at the time.
Related records can also be used within the business process flow. An example of this
is the standard Lead-to-Opportunity process flow, which uses both the Lead and the
Opportunity entities, guiding the user from one to the other within a single screen. This
experience can be created for up to five other standard or custom enabled entities.

Within a record, you can utilize more than one business process flow at once. You
can use the Switch Process button (under the “Process” dropdown in some forms) and
change to another active business process flow available for your security role. This
means you can begin in one business process flow, switch to another, and move back
and forth as required so that more than one process is running at the same time. The first
business process flow you will see on a record will always be the first one in the list by
default, even if you have switched to another instance. Business process flows are based
on an entity. When they are created, a reciprocating entity is created in the background,
and when you begin a business process flow on a record, an instance of the Business
Process Flow entity is created. This instance stores information related to the current
state of the business process flow.

Business process flows are finished once they reach the end and the user clicks
“Finish.” Various information is available for reporting on business process flows,
including the current stage, the time the process has taken to complete, and the time
within each stage. This information can be found on the specific instances and can
be used to trigger further automation processes, such as workflows or the basis of an
organizational SLA.

One of the main operational differences in the Unified Interface is you can click
the “popout” button in a business process flow, which opens a pane on the right-hand
side of the window, which you can use in the “docked” state (Figure 8-6). This reduces
the need to keep clicking the stage name to check the fields, and you can review the
form while having the stage information and fields locked in the right-hand side pane
(Figure 8-7).
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Figure 8-6. “Popout” button within the Dynamics 365 Unified Interface

E:lj_.-'ruamin::'- 365 CE Customers > Cages > Dynamics

Dynamics 365 ~

@ | £ SaveliRoute -+ MNew 4. CresteChidCase [ Resobe Case

Phane to Case Process

Case Case Priosity Identity Stage
Dynamics 365 CE Essentials -

Mormal < Find Custorner * Bl CRMCATLa

-, <‘ Identify (31 D) Research Resche *

Summary  Case Relationships  Associated Knowledge Record Enhanced SLA Deta Additicnal Detail

CASE DETAILS

Timeline - 3

Case Title * Dynamics 365 CE Essentials
Bio CAS-02311-B5KS82
Services

e Auto-past on Dynamics 365 CE Essentialy’s wall - Wednesday, June

Customer * 1 CRM CAT Lab - Sarah Cr
wie: Created by Sarah Critchley for Account CRM CAT Lab - Sarah
. Critchbey.
Origin Fhone
@ uke | * Reply
ot
Entit
B Actwe 2 o

Figure 8-7. The docked business process flow within the UCI

Action steps can be embedded within business process flows. Action steps
are displayed as a button available within the business process flow stage for you to
select. They can also optionally prompt you to complete information to complete the
step. The completion of the step could normally trigger further business logic from
within the action. Action steps, at the time of writing, are a preview feature and need to
be enabled in the System Settings of Dynamics 365 CE.
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Manual workflows can also be triggered within business process flows when you
enter or exit a stage in the process. The next section will look at how to create them, add
workflows, and utilize action steps.

Creating Business Process Flows

The creation of business process flows begins with creating the process definition within
Dynamics 365 CE. This can be achieved in two ways, either via the App Designer or
from the Solution Explorer (Figure 8-8). Both route the user to the same creation wizard
screen, as shown in Figure 8-9, where the user is prompted to enter the name, category
(Business Process Flow), and record type (Case, for example). Choosing the App
Designer removes the option to create it as a task flow, however, which this chapter will

look at later.

Agp Designer Laet e on AR08 1216 AM Pusignes
Dynamics 365 CE & Save And Close [ validate

Components Properties

(il site Mop A £ Bk

Select Business Process...

Case 1o
This is thy
Expired
This is the default process fiow fo..

Order Business Pr...
ult process flow fo.

w Entity View (2)

Invoice Process

Lead to Opportunity Sales Process

Figure 8-8. Creating business process flows from within the App Designer

When a new business process flow is made, a new entity is created behind the
scenes. This can be seen in Figure 8-9, where the name of the entity is visible and can be
modified. Instances of the Business Process Flow entity are created when a user begins
a business process flow or uses the switch process to select it. Information about that
specific instance of business process flow is then stored on that record.
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Create Process
Define a new process, or create one from an existing template. You can create four kinds of processes: business process fiows,
acticns, dialogs, and workflows.

Process name: * Cese Process Based on Origin

Category: * :_Businm Process Flow v Entity: *

Business Process (® Run process as 3 business flow (Classic)
Type: () Run procass as a task fiow (Unified Intarface only)

Name:* [ot_caseprocessoasegonorigi

Figure 8-9. Process Creation wizard using the Solution Explorer

Task: Create a new business process flow.

1. Navigate to an app, click on the “Business Process Flow”
component, and in the right-hand side pane, click “New.

2. Name the process and set the type to “Business Process Flow” and
the “Entity” field to “Case” for this example.

3. Click “OK”

The Business Process Flow Designer should open, as seen in
Figure 8-10.
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Case

Statun:

Process Based on Origin -

Components  Properties

©

M Flow

D ERd Condition
Detasks ~
o Composition
E Data Step E Workfiow
Actio
Step

2 Glsbel Werdion [0}

Figure 8-10. Business Process Flow Designer

The diagram shown in Figure 8-11 displays a breakdown of the
main components of the Business Process Flow Designer.

= Power Apps

Name of the Business Process Flow Command Bar

-

Components/

Design Space Properties

Mini-map

Figure 8-11. Business Process Flow Designer overview
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¢ The command bar is where operations such as “Save,” “Validate,”’
and “Edit Security Roles” are.

e The toolbar is where operations such as “Add” and “Copy” and
“Paste” are. A component normally has to be selected for these
operations to be available.

e The design space is where components are added and where the
business process flow is created.

e The pane on the right is the “Components and Properties” pane.
The two elements are separated by tabs. Components are stages
and conditions that perform the “outline” process flow and
also include composition elements such as data steps (fields),
workflows, and action steps. All these components are clicked
and dragged onto the design space. The properties are the
configurable definitions of the composition elements within the
design space and are dynamically displayed depending on the
one selected.

o The minimap allows for a high level of visibility, which is useful
for more complex or large business process flows.

To begin business process flow design, click and drag the
components from the toolbar onto the design space, first at the
stage level, including any conditional components, to create

a “flow” that the user of the process will be guided through
(Figure 8-12). Inside these stages, data steps are added, which are
dragged into the step from the toolbar, configured, and matched
to reference fields within the stage. The order in which they are
added is the order in which they are displayed to the user. Action
steps and workflows work in the same way and are dragged into
the specific stage required. Once all of the stages have the right
components, the final step should include defining the properties
on each one to ensure they are named correctly and are correct to
the design specification.
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Power Apps

Name of the Business Process Flow Command Bar

Components/
Properties

()

A J

Figure 8-12. Business process flow components added to the design space

4. The designer has one stage set up at the time of creation. Click on
the Components tab.

5. Click and drag the “Condition” component into the design
area and connect it with the stage by dropping it onto the plus
icon (Figure 8-13). The plus icon displays when a component is
dragged into the design area to indicate the connecting points for
a component and where they can be added.
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-+ X D V! ) © o/

Add Cut Copy Paste Delete Snapshot  Connector

Case
New Stage

Details v

Figure 8-13. Adding a “Condition” component on a business process flow

6. Add two more stages for the positive and negative exit points to
the condition by dragging the “Stage” components into the design
area. There is no need to name or define any attributes yet. This
stage simply defines the outline of the business process flow, and
you will modify the attribute definitions in the next step.

The process flow should currently look as shown in Figure 8-14.

Cu Copy Pate  Delete  Seupmmot  Connector

Components Properties

Search components L

A Flow
stage B <over
A Composition
E Data Step E Veorkdinw
Rl Action

Figure 8-14. A basic business process flow with a conditional component branch
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7. Enter the conditional business logic on the “Condition”

component as “If Origin” equals “Value” of “Web,” as shown

in Figure 8-15. The purpose of this logic is to offer a different

processing route for those cases that are created via the web so that

another team can manage them. The business logic should display

that if the “Origin” field is equal to “Web” then the success criteria

should operate, and if not, the failure criteria should operate,

indicated by the 'cross' on the routing line from the condition.

8. Update the names of the stages as “Case Creation” » “Check

Origin” » “Respond on Portal” and, for the negative conditional

outcome, “Email Follow Up.”

Components  Properties

Condition
Display Name
Check Origin
Rules
Rule 1
Field
Origin v
Operator
Equals

Type

Value

Value

Phone

Figure 8-15. Adding conditional logic
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The stages will have a single data step (field) already created within
them automatically. Add the fields for the user to complete per
stage. The same process occurs where the “Data Step” component
is dragged, but this time they get dragged into the stage itself. Click
and drag, and the stage will have the same plus icons as the larger
stage components did when connecting the condition.

Move two data step components into the “Case Creation” stage,
the “Respond on Portal” stage, and also the “Email Follow Up”
stage (Figure 8-16).

Case Condition
Case Creation Check Origin

=1 o Details ~
s

E Data Step #1
New Step

‘o=

A Triggered Process (0)

Figure 8-16. Adding data steps

11.

Data steps are defined as a reference to the linked field on the
selected record type. Configuration for the field in the business
process flow is completed within the “Properties” pane on the
right-hand side. Select “Data Field” and select the field from
the dropdown list; e.g., The “Origin” and “Step Name” fields are
automatically populated with the same name (Figure 8-17). It
can be modified as required, often because a shorter name or a
task-based label is needed. If the field is required and the user
must be prevented from moving forward until this is complete,
set “Required” to “Yes.” The order can be changed using the
“Sequence” dropdown without having to drag and move them.

PROCESSES
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Components  Properties
Data Step
Step Name
Origin
Data Field

A Sess3) Crigen

Data Step #1

MNew Step ) [ £ Sequence

E Data Step #3
Mew Step

Al Trggered Frocess (0)

Figure 8-17. Configuring the “Data Step” fields in the properties

Important! [f the field is changed from the one originally set, the step name does
not change.

12. Complete the field definitions as shown in the table in Figure 8-18.

Case Creation Stage Process on Portal Stage Email Follow Up Stage
Origin First Response By Email Checked

Find Customer First Response Sent First Response Sent
Subject

Figure 8-18. Business process flow field reference

The business process flow design and definition are now
completed. Workflows and action steps can be added in the same
way as the data steps, where they are clicked and dragged from
the right-hand side panel onto the definition in the design space
(Figure 8-19).
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As (@ Actiate [ Order Process Flow  “R Edit Security Roles 7 Help ~

Figure 8-19. Using order process flow to define the default order of business
process flows for users

The order of business process flows can be prioritized on a single
entity. This works in conjunction with security roles. The user will
see the business process flow highest on the list first (which will
be their “default”) based on their available security role. To move
the business process flows higher or lower, use the up and down
arrows on the dialog box (Figure 8-20).

Process Flow Order: Case X
Specify the order to use when displaying these business process flows in a list. Depending on
their security roles, some users may not see every business process flow.

Figure 8-20. Use the up and down arrows to configure the default order.

The business process flow designer also includes a shortcut

to the security role list if you need to modify the security roles

and control which roles have access to this entity. The business
process flow must be saved, validated, and activated before the its
name will correctly display in the Business Process Flow list within
the security role.
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Click the “Edit Security Role” button and select the security role
to modify (Figure 8-21). Navigate to the Business Process Flows
tab within the security role to see the process with the name just
created, modify the security privileges as required, and save the
role (Figure 8-22).

@ Activate () Order Process Flow R Edit Security Roles 7 Help v

Figure 8-21. Click “Edit Security Roles” to configure the security role and security
for the business process flow just created

-
:

; . A " Waorking on solutior:
B Secure | hiyy ermeat.orm Tdynamics.com |’a y Role:
Security Roles
Business Dewls _Core Recoros | Marwesng | Swe | Service | Business Mamagemert | Service Macagemer: | Cumcmzation | Misiop Envtes | Busness Process Fows
emant
Mnle Bty Crente fend wite Deete  Appent  AppedTo Awgn Srave
Gphen B @ | X | Moreactons - Case Process Based on Origin C . ¢
[ Name 4 L] [ ] L] L] * L]
L ] L] L] L] L] L ]
L ] L L] L ] L ] L
L] L] L] L L] L]

Figure 8-22. The business process is defined as an entity and privileges can be
defined within the security role definition under the Business Process Flows tab

For single-entity business process flows, Create, Read, and Write
privileges are required within a security role. Delete is required if
an instance of a business process flow (where one has been started)
needs to be deleted. Append and Append To privileges are used for
using cross-entity business process flows that utilize more than one
entity. For more information on security, please see Chapter 4.

13. Save and publish the Business process flow and navxigate to the
app and the Case entity.

14. Create a new Case entity to see the business process flow in action
(Figure 8-23). (If it is not displaying, ensure it is included within the
app.)
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Dynamics 365 CE

Case: Case Frianity 6 Created On
New Case —
Normal g =

Case Process Basedon O... || x:
Active forless thanone . [ Case Creation (< 1 Min) Ernail Follow Up .
Summary  CaseRelstionships  Associated Knowledge Records  Enhanced SLA Datalls  Additional Details  Social Details  Artiches and Contract Information  Field Service
CASE DETAILS Timeline
Theis record hasn't been created yet. To view this record, save it to
&1

Figure 8-23. Example business process flow displaying as the default within the
Case form

15. Add atitle for the Case and, once saved, set the “Origin” field and
watch it modify the stage based on if the value is “Web” or not.
Change between the field values to see the stage name change in

real time.

Business process flows are available for standard entities and also custom entities.
The “Business Flow” flow option needs to be selected within the entity metadata
(Figure 8-24). Once this option is selected it cannot be turned off.

L
(& Fields
m . Areas that display this enti
'Ig 1:N Relationships s ty
2 N:1 Relationships . Sales ¥ Service Settings
33 NN Relationshi... Voice of the Customer Training Portals
:% Messages Process
(521 Business Rules
*’*/ Hierarchy Setti... ¥ Business process flows (fields will be created) *
[Z] Dashboards PR N A1~ S
3‘@ Case Deflection
> |63 Case Resolution Feedback
. & Category ¥’ Notes (includes attachments) ¥
_é CDN Configuration Y Activities +

Figure 8-24. Configuring an entity to use business process flows
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This section has covered what business process flows are, how to use them, and
how to get started building a new business process flow. Business process flows can be
created for custom or existing entities, and their ordering and security roles defined,
giving organizations the capability to manage users in different departments and display
the correct process. They are an excellent way of implementing custom guided processes
that can include mandatory gateways and conditional branching.

Workflows

Workflows are a type of process within Dynamics 365 CE that allows users to create
automated business logic in real time or within the background of the application.
Workflows are created via the Solution Explorer (not the App Designer, at time of writing)
and can contain conditional steps and perform actions based on contextual data from
the record it was triggered from.

Workflows can be executed from the actions a user performs within the system,
which are as follows:

e Creation of a record

o Update of a record and update of specific fields (including status
changes and assignment)

e Deletion of a record

Workflows can also be run via business process flows automatically on stage entry
and exit. They can be triggered manually by a user using the “Run Workflow” operation
(this is only available in the Classic UI at time of writing; however, it will be available in
the Unified Interface as part of the October 2018 release).

Complex nested conditional business logic can be achieved using workflows,
including the concept of scheduled workflows’ using background workflows that have
“wait” conditions (Figure 8-25).
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[BAdd Step + | Z=insert ~ P Delete this step.

o w Type a step description here,

If <condition> (dick to configure), then:
Select this row and click Add Step.
Otherwise, if <condition> (dlick to configure), then:
Select this row and dlick Add Step.

Figure 8-25. Example conditional logic within a workflow

Workflow templates can be made where business logic is created within the
workflow and saved as a template against the entity. This is a very similar process to
creating email templates. It is a great way to create complex reusable business logic,
saving effort in the long term.

Dynamics 365 CE has an operational way of processing data within workflows and
actions. The operations of the platform can be summarized into the following areas:

o Pre-operation
o Database Operation
o Post-operation

The “operation” can be a Create, Update, or Delete. There is the concept of a state
before the change, the change itself, and the state after the change (Figure 8-26). The
important part is that the states before the change and after the change are likely to be
different. Having this information and being able to utilize this in custom operations
is important. Workflows can also perform database operations, such as Create and
Update. The main limitation of workflows is that they are unable to perform a Retrieve
Multiple function. This drawback is often a reason for using extensions by third parties
or implementing custom code using plugins.

Data Base

Pre-O ti : Post-O ti
re-Operation Spamen ost-Operation

Figure 8-26. Platform operation overview
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When creating a new workflow or modifying an existing one, you have the option to
define the workflow as either “real-time” or “background.” Background workflows are
often attributed to better performance as they allow the system to determine when the
resources become available within a timeframe to operate (normally between 1 and 2
minutes). See Figure 8-27.

User saves User can continue using
the record the system

Workflow Executes
asynchronously (after a
number of seconds)

Figure 8-27. Background workflows trigger action

Real-time workflows are advantageous as the action defined within the workflow
happens instantaneously (Figure 8-28). Real-time workflows will result in a user having
to wait until the action is completed before the screen refreshes and the save is
completed. This also means that you see any changes that the workflow has made to
the current record or related records within sub-grids. There are some advantages and
disadvantages to each of the types, which are summarized in Table 8-1.

User can continue
User saves Workflow editing the system and

the record Executes sees any changes that
the workflow made

Figure 8-28. Real-time workflows trigger action
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Table 8-1. Advantages and Disadvantages of Workflow Types

Background Workflows Real-Time Workflows

Can perform “Wait” operations Cannot perform “Wait” operations

Cannot operate before a Save operation Can perform logic before a Save operation (pre-
operation)

Can fail silently Cancelling an operation is possible

Can be attributed to better performance Can display an error to a user

The order cannot be guaranteed. The order can be better managed with linked

real-time and background workflows.

The user does not have to wait for the workflow
to complete before they can continue editing the
record after the save.

There is no right or wrong answer when it comes to which type of workflow is
better. It depends entirely on the business logic required, if there are any dependencies,
and what user experience is required (e.g., is the user expecting the information
immediately).

Workflows also run within a “scope” of privileges. These can be summarized as follows:

o User - Workflow will only run on records owned by the same owner
as the workflow.

e Business Unit - Workflow will only run on records owned by a user
in the same business unit as the owner of the workflow.

o Parent-Child Business Unit - The workflow will only run on records
owned by a user in the same business unit or child business unit of
that of the owner of the workflow.

o Organization - Any user can execute the workflow.

The most restrictive is keeping the scope to a user. However, most of the time this is
too restrictive for organizations and instead they set it to the Business Unit or Parent-
Child Business Unit if these are being utilized. The Organization scope is the least
restrictive. With this in mind, there are some security considerations of workflows, as
seen in Figure 8-29.
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Background
Workflows

Run in the security

context as..

The Owner of the
workflow

On-demand
workflow

Run in the security
context as..

The User pressing
‘Run’

Real-time workflow

Run in the security
context as..

The User making
the changes OR the
Owner of the

workflow

Figure 8-29. Security considerations for the context of workflows

There are also different options available for the background and real-time
workflows for the available triggers. The main difference is the option of “Execute As” for
real-time workflows. This option allows the use of “impersonation” of another user and
their security roles and is not necessarily the user executing the changes or the owner
of the workflow. Impersonation is where an operation is run in the context of another
user who is normally not the user who has triggered the operation. This is often used to
get around the security constraints of the implemented organizational security without
having to modify the structure itself.

Real-time workflows and background workflows have different trigger points
available, as shown in Figures 8-30 and 8-31. Background workflows only have the
option for after the operation has happened within the database. Real-time workflows
have the option for after and also before the database operation to have access to the
“pre-operation” stage of the platform.
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Record is Created Start when = AFTER
GBI Start when = AFTER
Changes
Record is Assigned Start when = AFTER
EgeIel [l Start when = AFTER
Changes
Record is Deleted Start when = AFTER

Figure 8-30. Available triggers for background workflows

This is important and the only stage available in the “Delete” trigger, as once the
record is deleted there is no post-operation available (as the record is deleted!). Reasons
for requiring the pre-operation data would be to perform data-validation checks and to
add in conditional logic to perform operations if the values of data are not correct.

Record is Created Start when = AFTER
I <. hen = AFTER or BEFORE
Changes
Record is Assigned | Start when = AFTER or BEFORE
SRS Start when = AFTER or BEFORE
Changes
Record is Deleted Start when = BEFORE
Owner of the Workflow or The
Execute As
user who made the changes

Figure 8-31. Available triggers for real-time workflows
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Creating Workflows

Workflows are created from the Classic UI within the Solution Explorer (Figure 8-32).

u bR seve and Ciose sl s Ll Eunoct Souiton . W NPNEVLE 005 s ACLa @ ter -

Create Process
. Solution: Dynamics 365 Define a néw progess, or create one from an existing tempiate. You can create four kinds of processes: business process fiows,
actions, dialogs, and workfows
@ 7. Processes
Sa Lo Process name: * | X
¥8] Ciiert Extensions 3 "
Category: * v Entty A

Type

Action

Business Process Fiow
25| Sak Message Processin.. Dialeg y Y O
QSQN« Endpoints
B3 Dachbousis Template FNEAME Primary Entity Owne Activat
[l Disiog Boxes Workdlow
5 Reports

$§ Connection Roles

B artice Tempiates

[ contract Tempiates

& Emai Tempiates

L Ml Merge Tempiates
89 Security Roves

B, Fieid Securlty Profies
¥ Routing Rule Sets

£, Record Creation 0d U~
[#] stas

B Apps

%, Custom Controis

(3 Virtual Entity Data Prov... L

3 Virtual Entity Data Sour... 1-10f1 (0 selected ;
i Mobile Offina Profies G ) M4 Pagel p

Status: Existing

piatk (select from list:

Properties

Figure 8-32. Creating a workflow within the Solution Explorer

Once the workflow is created, and the scope, triggers, and type of the workflow
have been defined, the business logic needs to be built. Workflows have a large level
of available business logic available to them. This chapter will review the functionality
available that is essential to get started with workflows.

These questions should be the starting point when constructing business logic
within the platform:

e What does it need to do?
e Are there conditions or requirements I need to enforce?
e What are the record types involved?

The answers to these three questions will give you enough information to get started
building a workflow.
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Workflows are made up of steps, as shown in Figure 8-33. The step that was used
previously normally defines the next required step (Figure 8-34). Steps are built upon
one another, especially when using conditions, so “branching” and conditional
branching can occur.

iss Sessions

Process Sessions [S3Add Step ~ | Tainsert » X Delete this step.

’

Stage

Check Congition

Il

Create Record

Update Record
Assign Record

Send Email

Start Child Workflow
Perform Action
Change Status

Stop Workflow

. 7

Figure 8-33. Steps available within workflows

[C3Add Step = | Tesinsert + X
+ |f the Account Number is Set

If Account:Account Number contains data, then:

Select this row and dlick Add Step.

Figure 8-34. Selecting the next line beneath a step to add a next step in the flow

The available steps and their functionality are summarized here:
o Stage - Used to organize your business logic into sections

e Check Condition (If, Then) - Adds a conditional statement (Ifx is
true, do this)

o Conditional Branch (Otherwise, If Then) - Used directly after a
check condition (if x is true, do this, otherwise if x is true, do this)

o Default Action (Otherwise) - Inserts logic for action if the condition
or conditional branch fails (if x is true, do this, otherwise if x is true, do
this, else, do this)
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e Wait - Waits until a condition is met, then performs the step. Not
available in real-time workflows

o Parallel Wait Branch - Adds a wait branch that is running at the

same time as your previous wait branch

o Create Record - Allows the creation of an entity, or related entity,
record (can use dynamic values)

« Update Record - Allows the update of an entity or related entity (can
use dynamic values)

o Assign Record - Assigns the entity
e Sent Email - Creates an email activity in CRM and sends it

o Start Child Workflow - Starts a child workflow (normally a different
entity)

o Change Status - Changes the status of the entity record

o Stop Workflow - Stops the workflow with a completed or cancelled
status. In real-time workflows this reason is reported to the user in
the user interface and the save does not take place.

When a record is created or updated, the properties of that operation must be set
(Figure 8-35). This includes populating mandatory fields; for example, in a “Create”
operation. Using these operations allows the use of dynamic data from within the
operation of the workflow so that a workflow can retrieve values from another area of the
system linked to the context and populate it within the entity being created or updated.

IT ACCOUNTACCOUNT NUMDETr CONtains 0ata, ten:

0 @ Type a step description here,

crse Setpropees

Figure 8-35. Select “Set Properties” to define the data to be used in operations
performed by the workflow
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Workflows have a concept of context. The context is created from the trigger point. In
the example that follows, it is the Account that has triggered the workflow. From the start
of that operation, the information from the Account record available when the workflow
was triggered (not after) is available to use and to perform conditional business logic,
that is what the context is. In addition to that, related entities defined in lookup values on
the Account can be utilized within that business logic, also within its operational context.

Workflows can also trigger child workflows. Child workflows are available for
background and real-time workflows. They allow workflows to be “chained” together
so the initial triggering context can be retained and expanded upon through multiple
different entities that may not be available in the initial workflow.

When a user navigates to the properties of an entity definition, they will see what
looks like a new, blank record. The frame is not based on any form and contains all of the
visible fields on forms, including those that are not visible on the forms near the bottom.
There is a pane on the right-hand side called “Form Assistant” that allows a user to use

the following:

e Operation Functionality - This allows the user to set numerical
values and dates dynamically; e.g., +2 days or +12 months.

o Dynamic Data using “Look For” - Via the parent and child entities,
field data can be retrieved and then selected to be used within the
fields. This operation adds the dynamic value within the field in
yellow highlight in Figure 8-36.

375



CHAPTER 8 PROCESSES

“ I swveanc Cone e -

[ 1 Process: Dynamics 365 CE - Creating a Case

% Create Case

4 Summary " Form Assistant »

CASE DETAILS letes are rat svalable within & workdow Dyrsarric Vihots M

Case Tivie * iCase NumberiCasel) Dyrarmic Vatues a

= - Operator:

Subject [r] Set b *

Look for

Customer _—; Case ™

vigin v Case Number ¥

Contact frv| Aod

= R

e = Case NumperiCase)

Product o] .

DESCRIPTION

Default value
oK

APPLICABLE 5LA

Fiest Resporse Sy b

Rescive By i

CUSTOMER SERVICE

Pubiish to Wed

Steps to Reproduce ©

- »

Figure 8-36. Using the Form Assistant to set dynamic values within the entity in a
workflow

Where all steps are not completed for the workflow to be activated, errors will
appear. Errors are indicated within workflow creation by the red “x” that appears next to

a step (Figure 8-37).

[G3Add Step~ | Talnsert~ X Delete this step.
° ¥ |If the Parent Case Number Contains Data

If Case:Case Number contains data, then:

o @ Create a new Case

Create: | Case v Set Properties

Figure 8-37. Selecting the next line beneath a step to add a next step in the flow
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The workflow properties are where you configure the name, type of process, and
when the workflow should be available to run. This is where the workflow can be set
as a manual workflow by checking “As an on-demand process” or configured as a child

process to be used in other workflows (Figure 8-38).

+ Hide Process Properties

Process Name* Dynamics 365 CE - Creating a Case E

Activate As Process il

Available to Run
¢ Run this workflow in the background (recommended)
As an on-demand process
As a child process
Workflow Job Retention

#| Automatically delete completed workflow jobs (to save disk space)

Figure 8-38. Workflow properties

You cannot change the type of workflow from the “Available to run” configuration;
instead, you need to select the button on the command bar to change back and forth
between a background and a real-time workflow, as shown in Figure 8-39.

- = Ad
1} ) Activate =d| Convert to a real-time workfiow =33 Show Deper

Ta Administration Notes

Figure 8-39. Use the button to change between the workflow types
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The additional tabs along the top of the workflow definition are where an owner
of the workflow is defined (under the Administration tab), and the Notes tab allows
customers to add notes relating to the workflow (Figure 8-40). At the left-hand side of
the pane within a workflow definition, the Process Sessions tab allows users to see the
sessions that are running or have run in the past (Figure 8-41).

Process: Dynamics 365 CE - Creating a Case

L?'J Z. Information

General Administration Notes

4 Common

&. Information I PTOCESS PTOpEries "
|4 Audit History

- Process Name ™ |Dyran":cs 365 CE - Creating a Case -
4 Process Sessions

& Process Sessions Activate As Process b

Figure 8-40. Administrative tabs within the workflow defintion

m | k) Saveanc Close 0 | © Activate | [E Co

Process: Dynamics 365 CE - Creating a Case

@ Z. Information

[ Genera Administration Notes
4 Common
g« Information < T
A Audit History
i Name * namics 36
4 Process Sessions Process Name ID)'
@ Process Sessions Activate As Process

Available to Run

¥ Run this workflow in the backg!
| As an on-demand process

As a child process
Workflow Job Retention

Figure 8-41. Process Session tab within the workflow definition
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By default, the workflow job retention option is automatically set to delete the

workflow jobs, but this can be unchecked. System jobs that are in an error state or

pending will be visible from this area under 'Process Sessions'.

The next step is to get started and begin building a new workflow. The workflow task

within this chapter walks you through how to create an email notification that is sent to
the customer when a work order is set to “Scheduled.”

Task: Create a background workflow (Figure 8-42).

u I R save and Ciase
== Solution: Dynamics 365
tgi 7. Processes

Solution Dynamics 365 CE

¥8] Ciiert Extensions -
j ‘Web Resources
E. Processes

D _aid
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25| Sak Message Processin..

Qser\'a Endpoints

24 Dashboards

[E%] Dislog Boxes
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B8 Connection Roles

B artice Tempiates

[ Contract Tempiates

& Emai Tempiates

g Mail Merge Tempiates

£ security Roves

) Fieid Securiy Profiles

I* Routing Rule Sets

£, Record Creation and U~

[®] stas

= P

%, Custom Controis

& Virtual Entity Data Prov...

3 Virtual Entity Data Sour...

A= Mobile Offiine Profiles
Status: Existing

- P

Lok i i . )

Create Process

Define a néw process, or create one from an sxisting template. You can create four kinds of processes: business process flows,

ations, diplogs, and workfiows

Process name: *

Category: * Woriflow

¥ Run this workfiow in the background (recommended)

Type: #) New blank progess

v

Natify the Scheduling of a Work Order to a Customer

Entity: *

New process from an xisting tempiate (select from list):

Template Name 4

Properties

Prima

y Entity

‘Work Order

1-10f 1(0 selected)

@ ten -

YO

Activat

LR

Figure 8-42. Creating the workflow via the Solution Explorer

1. Create a new workflow by navigating to the Solution Explorer,

clicking “Processes,” and selecting “New.” The workflow created as

part of this task will notify the customer of a new work order being
scheduled.

2. Name the process appropriately and select “Workflow” as the
category and set the entity as “Work Order” Keep the type as a

blank process, leaving it as a background workflow. Click “OK.” A
blank workflow definition will appear (Figure 8-43).
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PowerApps

cokaiias

ess: Motify the Scheduling of a Work Order to 2

5 .=3_. Information

edl-time workhiow S Snow Deperdencies Actions = tep -

Working on solution: Dynamics 365 CE

4 Common

Options for Automatic Processes

Sar when: W Aecoed is created

Status: Draft

Figure 8-43. Empty workflow definition is created

3. The next step is to configure the scope and trigger and to confirm
the type of workflow to be used (real time or background).

4. The scope should be configured for “Organization,” as any user
can trigger this workflow and it is not security restricted (in this
fictional scenario).

5. The trigger for the workflow occurs on change of the status field on
the Work Order entity. Change the “Start When” field to “Record
Fields Change” and click “Select” to open a popup. Select the
“System Status” field and then click “OK” (Figure 8-44). Notice a
value has not been specified. This will need to be specified within
the condition to ensure the business logic is set up correctly.
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Figure 8-44. Change the “System Status” field to be the trigger

This workflow is going to be a background workflow as it is not
arequirement for the user to see the email being sent and it
wouldn't affect the user within the system.

6. The workflow is not going to be used as a manual workflow or a
child workflow, so those options will remain unchecked.

The next step is to add in a condition to check the value of the “System Status” field
on the work order to see if it equals “Scheduled” (Figure 8-45).

A3 8T UT-URTT AT TR .
Start when: ' Record 's created
As 3 child process 5
Record status changes
i 0 Record 15 assigned

o Automatically delete completed wordiow jobs (to save disk space)
¥ -4 > W Record fieids change Select

Record s deleted

Figure 8-45. Select the empty condition to configure it

7. Click “Add Step” and select “Check Condition” (Figure 8-46). This
will add an empty conditional clause with an empty condition.
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—
Available o Run Options for A ic P

¥ Run this wardiow in the background (recommended) =
Scope Organization

A5 an on-demand process SE .
Start whr: Record is created
As a child process ) i

ecord status changes

Workflow Job Retention Riecord is assigned
o Autormatica’y delets complated warkfiow jobs [to save disk space)
’ o ¥ fecord fiads change Sewect

Record s deleted

BRAdd Step » | Salnsert v W Delste

Siace a
o

Creck Conaition

TondoNa Branch L i

Wa't Cendition

Create Record

Ugdate Record

Figure 8-46. Click “Check Condition” to add this step

8. Click on the empty condition name to open a popup window.
The window will look very similar to Advanced Find (Figure 8-
47). The purpose of this window is to select the entity and the
field followed by the operator and what the values available will
be based on the operator. It is possible from here to not select
the primary entity—e.g., the work order in this case—and select
related entities.

|
1 Clear [-] Group AND J-[ Group OR
a v | Work Orger ¥ | Select )
| Primary Entity ol
Work Order

| Related Entities
Agreement (Agreem Work Order

Billing Account (Account)

Case (Case)

Closed By (User)

Created By (Delegate) (User)

Created By (User)

Currency (Currency)

Medified By (Delegate) (User)

Modified By (User)

Opportunity (Opportunity)

Owning Business Unit (Business Unit)

Owning Team (Team)

Owning User (User)

Parent Work Order (Work Order)

Preferred Resource (Deprecated) (Bookable Resource)
Price List (Price List)

Pr'm‘a:}r Incident Customer Asset (Customer Asset) ]

Figure 8-47. Build the condition using an Advanced Find-like editor
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In addition, the condition can be built up of multiple lines, which all must equal
true for the business logic specified beneath. “OR” clauses can be used in addition to the
default “AND” to perform more advanced logic within the conditional lines.

9. Create a condition where the Work Order » System Status »
Equals » Open - Scheduled - ensuring the values are moved
to the right-hand side under “Selected Values” as displayed in
Figure 8-48. Click “OK,” and the condition should then be visible
in the designer view.

Select Values

Select the values you want included.

Available Values

Ciosed - Canceled
Closed - Posted

Open - Compieted ]

Open - In Prograss

Open - Unscheduled o

Figure 8-48. Selecting the values within an option-set on the operator

The condition will appear within the designer, as shown in Figure 8-49, ready for the
next step.

W A ically delete ¢ 4 rifiow jobs (to save disk space)

¥l Record fieids change |
() Record is deleted

BB Add Step~ | SSinsert » X Delete this step.

~ Type a step description here.

If Work OrdersSystem Status equals [Open - S

Figure 8-49. Select the next row and add the next step
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10. Select the next row, where the text “Select this row and click Add
Step” is selected in blue, and select “Add Step.” Now that the
condition has been added, the workflow definition needs to create
the email record to send.

11. Select ‘Send Email’ This will create a new block (Figure 8-50).

53 Add Step ~ | j«:rr‘.ser? v X Delete this step
Stage =
Check Condition
Conditional Branch Bl
Default Action
Wait Condition
Parallel Wait Branch
Create Record
Update Record
Assign Record

' Send Email

J ow

Perform Acti{ Send Email

Figure 8-50. Click ‘Send Email’ to create a new email to send from Dynamics 365 CE

12. Select ‘Create New Message’ from the dropdown. This is where
you can also choose to select an Email Template (Figure 8-51).

[F3Add Step ~ | eainsert~ P Delete this step.
~ Type a step description here.

If Work OrderSystem Status equals [Open - Scheduled], then:
@ Type a step description here.

Send email: | Create New Message X Set Properties
Create New Message
Use Template

J| Create New Message i

Figure 8-51. Configure the Email Send options and properties on the
‘Send Email’ Step
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14.

15.

CHAPTER 8

With a blank instance of the Email record open, the “Form
Assistant” appears on the right-hand side. This pane gives users
the functionality to add dynamic data in the fields selected within
the entity frame.

On the entity frame, you can click into the field. Depending on
the field type—e.g., text, number, etc.—the availability of the
“Operator” function becomes available within the Form Assistant.
You can add numerical values or date values to dynamically set
the value of the date depending on what field type is selected.
Below this area, on the Form Assistant, the “Look For” function
and field selector are available. This allows you to select fields
from the primary or related entities and select a field matching
the one the user has selected in the wireframe. You can use
these fields to automatically populate the new or updated entity
wireframe with the data that resides in these fields at runtime of
the workflow.

Set the ‘From’ to the user record within Dynamics 365 CE using
the lookup.

Select the ‘To’ field and click on the Form Assistant to the right
hand side, selecting ‘Look For’ » ‘Work Order’ and select the field
‘Reported By Contact’

Select ‘Ok’ and it will now appear in blue in the box below, as
shown in Figure 8-53. This is often referred to as a ‘Dynamic Field’
and will be based on data within the record that the workflow is
run from (Figure 8-52).

PROCESSES
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"_'J Process: Notify the scheduling of a Work Order to 3 Customer
= Send Email

From & Sarah Critchley
T
(<4
Bec
Subject
e 1 yu| EE A = RIFE A A A-
FRegarding (WO MumperWork Orger)]

BIE)

[re]
=
]
a

W E X &3

| File Name 4

0 -0 of 0 (0 selected)

More Actions «

Form Assistant 3
Dynasmic Vales v
Dymamic Values =

Operator:

Setto v
Look for:

Wiork Order v
Reparted By Contact i
Eiling Account

Clesed By

Created By

Created By (Deegate)
Modified By

Mocified By (Detegate)
Leirat

" Dwring User

Reported By Contact
Serviee Account e
| Reported 8y g

oK

Figure 8-52. Form Assistant within the email sent action in a workflow definition

16. Select the blue highlighted text ‘Reported By Contact’ and click

‘Ok’ - It will now appear in the ‘To’ field in a yellow highlight

(Figure 8-53). The yellow highlight shows this is a dynamic field

and is retrieving the data from the related information held in the

context of the workflow.

7 Precess: Notify the scheduling of 3 Work Order to 3 Customer
“ send Email

From & Sarah Critchley
Te
Ce
B
Subject
B 1 u| EEBE EE i A K A-

ae

"5 884

L]

B X 6B

| File Name +

0-0of 0 (0 selected)

More Actions =

O

M4 Page

" Form Assistant £

Dyramic Values

Dynamic Valuts -

Opaerator:

Setto v

Lock for:

Work Orcer L

Reported By Contact v
Add

TR ¥

Reported By Contactiwore Oraen) [

Default value:

Figure 8-53. Select the ‘Reported By Contact’ field so it is blue and click ‘Ok’ to use

this value in the Email action
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Adding dynamic fields to a new or existing records is a great way
to take advantage and automate processes within the system,
personalising communications.

When editing workflows, they are easily identifiable by the yellow
highlight in the blank entity form, as seen in Figure 8-54.

I] Process: Notify the scheduling of a Work Order to a Customer

Send Email
From & Sarah Critchley Q &
To {Reported By Contact{Work Order)} | |
= re]
Bec Ea

Figure 8-54. Yellow highlight indicates this field will be populated with data from
the primary or related entity field at runtime

17. Enter “Your Work Order has been Scheduled” in the “Subject”
field.

In the body of the email, you can also use dynamic values just as
the previous task did for the “To” field. Within an Email record,
dynamic values are denoted by curly braces and not yellow
highlight.

18. Create an email body that uses dynamic data, including the fields
from the work order in the same way as in the previous step
(Figure 8-55):

e “Reported By Contact”

e “Word Order Number”

¢ “Time To Promised”
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B Process: Naotify the scheduling of a Work Crder to a Customer
~ Send Email

From & Sarah Critchley T 6 |@ | X [ [ | voreacons -

To (Reported By CantactiWark Order)} | File Name 4+ O

Cc = -

Boc =]

Subject Your work has been scheduled = n ~ hd
B 1 u| E = E| =S| {FF 4 A A-| QS 0 - 0 of 0 (0 selected) M4 Page

Dear {Reported By Contact{Work Order)}

This 1s a notification to let you know an engineer has been scheduled to complete the work you

have reported.

Your reference is Work Order: {Work Order Number(Work Order)}

The engineer will visit vour location berween {Time From Promised(Work Order)} and
{Time To Promised(Work Order)}

Any questions please respond to this email ot call your service contact.

Thank vou
Kind regards

Regarding (WO Nurnber(Work Order))
Duration E

4 A dataenan FIorae

Figure 8-55. Creating an email using dynamic data within a workflow

19. Once completed, select ‘Save and Close’ to close the email record.

20. Add in comments for each of the logic blocks within the workflow.
The comments should describe simply what is happening within
that step. This is to help other customizers know what that step is
intended to be doing (Figure 8-56).

|
|ERAdd Step ~ | SGlnsert » X Delete this step.

w If the status is scheduled

palsfOpen - Scheduled), then:

® Send an email to the reported contact
emaili | Create New Message i I Set Properties

Figure 8-56. Adding comments within a workflow
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21. Save the workflow. Select the ‘Activate’ button and activate the
workflow to make it live. This now enables it to test (Figure 8-57).

Process Activate Confirmation
Do you want to activate the selected 1 Process?

This action will attempt to activate the Process you have selected.

Figure 8-57. Activate the Workflow

To test the workflow, create a new work order, complete the basic details, including
the “Reported By Contact,” the “Time To Promised,” and any other fields used within
the workflow. If there is no data within dynamic data fields used within the workflow
definition, the related fields will be blank. This could look unprofessional for external
communications, such as emails, if there are placeholder texts and empty spaces. To
deal with this, you can add a fallback value in the value selector so that if the first value is
null, the fallback value will be used. Change the work order to “Scheduled” by booking it
manually (which is the easiest way to change the status) on the schedule board. This will
trigger the workflow, and in a few moments, something like Figure 8-58 should appear in
the Activities.
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ASSISTANT ACTIVITIES NOTES 8,

All » | Add Phone Call e vYE

<Sarah Critchley> Aale
z‘-p Your work has been scheduled

Dear Sarah Critchley This is a notification to let you know an engineer has... Today

To Sarah Critchley ;
Dear Sarah Critchley -

This 1s a notification to let you know an engineer has IN
been scheduled to complete the work you have
reported. Nar

Your reference 1s Work Order: 00007

Figure 8-58. Email activity within the “Activities” of the work order

Troubleshooting

When a workflow is triggered, it creates a system job record. The system job record
contains information about the process and the business logic. For background
workflows, the system job can be seen in its waiting state under the Process Sessions tab
within the workflow definition. Here, you can see the business logic and what step the
current process is at. This is a great way to review workflows paused or stopped due to
errors, as they would also be displayed here if an error occurred (Figure 8-59).

“ Boxe D | @ |Q cescthate | o3 Show Dependencies  iipActions = i Heo -

. Process: Notify the scheduling of a Work Order to a Customer Waorking on selution: crmeat
’37' 5l Process Sessions

+ Common {% Process Sessions Workflow Job Associated View v o
TR
= lobommtion B | X | Mereactions »
) Audit History
4 Process Sessions O | process Name | Regarding | Status Reason | Owner | createdonw | completedon ¥ ()

] Process Sessions =
Gé Notify the scheduling of a Work Order to a C.n [57 00010 Succeeded Sarah Critchley 002018 1113 30/10/2018 1113

Figure 8-59. Accessing process sessions of the workflow within the definition
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If the checkbox “Delete Completed Workflow Jobs” is checked, there is a limited time
to see the successful job, as it will be removed to save on storage. Unsuccessful processes
will remain here until removed by the system or a user.

As seen in Figure 8-60, workflows display green ticks where the platform has
successfully executed the steps. When a record is created or updated, the record instance
can be accessed from the link within the process for that specific run.

= System Job: Notify the scheduling of a Work Order to a Customer
3¢ Information

System Job : Information 4 General
|: Gereral
Details Name |th'f',' the scheduling of a Work Order to a Custol|  Type Workflow ¥
_ - — m— s

Regarding [= oo010 - [@ CreatedOn 30/10/2018 Bz (ae]

Related - = e =
Job Owner * & Sarah Critchley = [@ CompletedOn 30/10/2018 [z |
Retry Count o

Start Reason Record field changed Postpone until:

Process Progress

-
L=
" . If the status is scheduled
If Wierk OreerSystem Status aquals [Open - Schaguied], then:

+" & Sendan email to the reported contact

Send email: Create New Message Your work has been scheduled CRM:0001007 View properties

* Details

Figure 8-60. Accessing the system job within the workflow definition and
reviewing the steps

Actions

Actions within Dynamics 365 CE are a type of process that acts as a reusable component
to be utilized by workflows and business process flows. Actions can optionally take an
input, perform business logic, and produce an output. Custom actions can be built
using the Ul or can perform more complex business logic within code and be saved

and imported into the platform to be used within workflows. Actions are particularly
useful because they are an encapsulated piece of business logic that can then be used by
customizers of the system without ever having to use the code. For this reason, they are a

great investment to utilize within projects.
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Actions, unlike workflows, have no trigger. Actions are the input, logic, and output
only and are expected to be used within other processes like workflows and business
process flows that do have a trigger. What is useful about actions is that the more generic
they are, the more they can be utilized within the platform.

There are a set of standard action processes that are available with Dynamics 365
CE as standard and can be used by customizers right away. They can be found within
the “Perform Action” step within a workflow under the heading “Command Actions,” as
shown in Figure 8-61. These actions are the same actions utilized with the functionality
of many of the standard processes of Dynamics 365 CE, such as “ResolveQuote” and
“QualifyLead.”

« Hide Pr
ValidateFixedPricelineTotals A
qp & | command Actions Name* NewArgument

AddToQueue 2
Holpe= AddUserToRecordTeam Direction ype * Boclean
NewArglment ApplyRoutingRule nput Entity
CalculateActuaivalue
CloseOpportunity
GetQuoteProductsFromOppertunity Direction e Input Output
GetSalesOrderProductsFromOpportunity
LockinvoicePricing
LockSalesOrderPricing

QualifyLead
RemovelserfromRecordTeam
Resolveincident

Regquired

Description New Argument

ResoiveQuote

SetProcess | ResolveQuote
SetWordTemplaY

0 eas UnlockinvoicePricing
. UnieckSalesOrderPricing v

| v | Entity v | SetProperties

[ Add Sted~

Figure 8-61. Standard actions available within the system

Creating Custom Actions

To begin creating an action, the category of a new process needs to be set to “Action,” and
the entity needs to be specified, as shown in Figure 8-62. This opens the Action Designer
and the definition.
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nd Close il s Soou D & LI e e L it il Y
Create Process

cs 365 Define a new process, or create one from an existing template. You can create four kinds of processes: business process flows,
actions, dialogs, and workflows.

Process name: * Credit Decision
Category: * Action b Entity: * Opportunity v E
3 sl Dack oiocess
o — '

New process from an existing tempiate (select from listk

W
Template Name 4 Primary Entity Owne
s5in.
-
13
Properhes

Figure 8-62. Creating a new action within the Solution Explorer

What makes an action different to other processes is the input and output parameters.
They have different properties and also process arguments. The properties are very basic,
with nothing much to change aside from if you wish to define the action as an action
step as shown in Figure 8-64.

Action steps are a feature that allows for an action to be embedded inside a
button in a business process flow stage (Figure 8-63). When selected, a dialog
window opens presenting the input parameters to the user to be completed. This
is especially useful for incorporating manual processes within a guided business
process flow, with the “trigger” being manual. The output and follow-up action are
self-contained within the action rather than reliant on a secondary process, such as a
workflow, to finish the work.
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OPPORTUNITY =

e e : . In Progress
Lredit Lecision AClion >tep |est -

Qualify (Active) - @ Propose & Coatcact & Cloee

Summary
4 summary

Figure 8-63. Action step within a business process flow

The process arguments within an action are specified as an object, which can be an
input or an output, and also have a type (Figure 8-64). The type is very similar to the type
of the fields within Dynamics 365; for example, text and numerical (for more information
on fields, see the chapter on UI configurations).

PowerApps
B isvesnacione B | @ Q) Actvate | uid Snow Depencencies  pActiors » Wren -
Process: Credit Decisicn

‘Working on solution: Dynamics 365 CE
& 2 Information

» Hige Process Properties

4 Process Sessions Procies Huma™ e
3 Process Sessions Urigue Name *
Activate Az ¥ A
Auitable to Run "
Az a Bugress Process Fiow action step
Workflow Log Retention
ol Keep 'ogs for workfiow [obs that encountered ermors
w Hide Process Arguments
* G+ s bl 3
Name= Type Aeoured Direction Type * Boolesn v
w Inpx Outp

Status: Draft

Figure 8-64. Process properties within an action
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Other configuration elements can be added, including if the argument is required
and the description. The arguments are used to store information either entered by the
user as input or to perform operations on within the business logic and then be provided

as an output to the user (Figure 8-65).

PowerApps

B isvesnacione B | @ &) Actiate % Show Depencencier U Actions = & beo -
Pro ‘Working on solution: Dynamacs 365 CE

cess: Credit Decisicr
2 2 Information

4 Common
b fnkOImBkicn = Hige Process Properties
2 Audit History
4 Process Sessions o~
3 Process Sessions Urigue Name *
Available to Run Eratie roloack ¥
Az a Bugress Process Fiow action step
Warkflow Log Retention
o] Keep 'ogs for workfiow [obs that encountered ermors
w Hide Process Arguments
* G+ s bl
Nare~ Tyoe Regured Type
Reguine
Direct Outp
Desc
Status: Draft

Figure 8-65. Process arguments within an action workflow

The Business Logic Designer is very similar to the Workflow Designer where it has
a similar interface and step builder, but also you build the business logic based on the
inputs, the requirement specifications of the action, and what should be presented as an

output to the user (Figure 8-66).
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PowerApps

A R ssesacen B | | avate

855 Credt Decision ‘Working on solution: Dynamics 365 CE

mactions v @ ten -

- 2. Information

4 Process Sessions

3 Process Sessions

Status: Draft

Figure 8-66. Steps available within an Action Designer differ slightly from the
Workflow Designer

Arguments specified within the process are available to be used, as seen in Figure 8-67, to
perform conditional checks and within updates to records.

) -~ -
Newln @ Seve and Close

9 Clear

odified By (User
ginating Lead (Lead)

ng Business Unit (Business Unit)

ym Owning Team (Team
g Add &
= Owning User (User
o = Partner (Account;
~ Tyq
t d

WorcSroerFroeiorrOrerFyper
Local Values

Figure 8-67. Arguments are available within the Process Designer under “Local Values”
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Task: Create a custom action.

1. To create the action within the following example, add two new
fields on the Account entity form:

¢ “External Credit Score” (Whole Number)
e “Credit Used” (Currency)

2. Add the field “Credit Decision” (Single line of Text) on the
Opportunity entity. Add all the new fields to the forms of the
entities. For more information on adding fields to entities, see
Chapter 10, “UI Customizations.”

3. Create a new blank process called “Credit Decision” with an
“Action” type.

4. Click “OK” and create a process argument input called
“Confidence_Value,” which is an integer type and required.

5. Select “Available to Run” as an action step in the properties
(Figure 8-68).

¥ Keep iogs for workfow JODs that encountered emors

= Hide Process Arguments

3o 9 2 il Name * Confidence_Valu
Name~ Tyoe Regurec Direction Type * rreger v

Confidence_Value rleger Recuired nput Entity
Cecson String Recureg Output

Figure 8-68. Creating process arguments within an action definition

6. Click “Add Step” and select “Condition.” Build the condition as
follows:

o The firstline is a check for the “Credit Used” field on the related
account (Potential Customer (Account)) against the “Credit
Limit” standard field on the account.

397



CHAPTER 8 PROCESSES

¢ The second line is a check that the argument “Confidence_Value”
is greater than 6.

o The third line is to check that the external credit score for the
related account is greater than 5. See Figure 8-69.

m k&) sevearo Close W e~

- t ] 1 E Form Assistant L4
Clear =] Greup AND sl Group OR
Dynamic Values v
v Potentisl Customer (Account) Credit Used Does Not Equal Potential Customer (Account..
Dynamic Values o
VT ATGLmEYE CoRRgERCE S B CrEsterTHan E
=
Look for:
v Potential Customer (Account) External Credit Score Is Greater Than H 1
. Potential Customer [Accourt] 7 |
Select Aging 30 T

Aging 30 (Base)

Aging €0

Aging £D (Base]

Aging 50

Aging 90 (Base]

Annual Revenyue
Arnual Revenye (Base)
Cradit Limit

gty
Credit Used
e

Txcna nge Rate

External Credit Score

import Sequence Number

Market Capitalization

Markat Capitalization (Base)
Number of Employess

On Hold Time (Minutes)

Open Deals -

p—
]

Figure 8-69. Use the Form Assistant to add dynamic values into the “Value” field
on the first line

All of the lines have to equal true for the next business logic to
execute, as shown in Figure 8-70.

) Cear | [+] GroupaAND o[ Group OR

v Does Not Eaya Potential Customer (Accoun
v 15 Greater Than L
v Is Greater Than 5

Figure 8-70. The final condition should appear in three lines

398



CHAPTER 8 PROCESSES

7. Create a new argument that is an output argument of type string
called “Decision” (Figure 8-71). Click on “Add Step” and select the

“Assign Value” step (Figure 8-72).

e rwas g

& & e @ )f\l il Mame* Decision
Name= Type Reguired Direction Type™ String v
I Configerce_valie Intager Required Trput f Ent v
Decision String Reguired Output Required L
Direction nput @ Output

Figure 8-71. Creating a new argument

u M b sverccen B § © acvvate | o Show Depencences  pactons -
p Working on solution: Dynamics |

I‘g' 2 Information

=T -
2557 Vaue
Crewr e -r

Figure 8-72. Select “Assign Value” from the steps within the Process Designer

This step allows the business logic to set the value of an argument.
This is going to be the output argument for the Action called

“Decision”

8. Click “Set Properties” (Figure 8-73).

Gerers Administration | Notes
[BAcd Step= | Srainsert» % Deeiet

© ~ Type 2 step cescription here.

| e i ———— | |
Azgign Value:  Sel Properties
. at

Figure 8-73. Set properties of the value within the Process Designer
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9. Anew window will appear in which to configure the properties of
the value. Name it “Statement Label” and enter the value for the
argument as “Passed.” The “Name” field is a dropdown of all the
arguments of the type “output” defined within the action.

At this point in the design, the action process could be finished
and then utilized in a workflow. The workflow would “call” the
action and enter the input decision in its properties, and then the
action would have an output decision that the workflow could
then use and update a record with. The action created here as an
example can be utilized within a workflow by selecting “Perform
Action” on a workflow definition that is linked to the Opportunity
entity (or related entity).

When the action is used in other areas, such as action steps, it can
hold the extra steps so as to update the opportunity with the value
from the output argument. The next steps in this walkthrough add
in follow-up actions.

10. Click “Update Record” and “Set Properties” on the Opportunity record.

11. On the Form Assistant, click on “Look For” and then “Local
Values” and “Arguments” (Figure 8-74).

Update Dppommity

Form Assistant

Tepic

otes are Rot IVaTaCIE WRE 3 worchow
MName T Dyrarmic Values

« K B m

&l

0 - 0 of 0 (0 selected)

Figure 8-74. Update the record with the dynamic values from “Local Values”
within the Form Assistant
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The arguments available are “Decision” and also the input
argument “Confidence_Value” (Figure 8-75).

Operator:
Set to

Arguments

[ Confidence_Value
Confidence_Value
| Decision _
X % 9

- 0 of 0 (0 selected) k

Figure 8-75. Both arguments are available in the “Local Values” area of the action

12.

13.

Click the “Decision” value and select “OK.

Move the cursor into the “Credit Decision” field on the
Opportunity form and then select “OK” on the form assistant to
add the dynamic value into the field (Figure 8-76).

Process: Credit Decision

“ Update Opportunity
4 Summary

Topic & | Notes are not available within 3 workfiow
Contact re'|
Account e
Purchase Timeframe ¥
Currency e
Budget Amount
Purchase Process v
Description '
Cradit Decision {Decision{Arguments)}
Current Situation

Figure 8-76. The argument’s value can be utilized as a dynamic value within a
Create or Update step
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14. Save and close the properties and activate the action.

Task: Add the action into a business process flow as an action step.
This section will take the action made in the previous steps and add it into an

existing business process flow.

1. Inthe solution, under “Processes,” click “Add Existing” and select
“Opportunity Sales Process” (Figure 8-77).

. Solution: Dynamics 365 CE

IP Z. Processes
volution Dynamics 365 CE
G : L ¥ View Customizable hd
_6 Project Contract Lin... = = =
[& Purchase Order T.Ngw | T. agobustng | 2 Deete | S Remove | € actvate ) Deactvete | @i Snow Dependencies
n Pl = Mananad Brasactia Mars Brtinne
g B | Display Name 4 | Name | Type | state Customizable | O

> L% O INEW INIVUILE [CUTNTaLy) TNEW IIVUILE [COiiacLy FIULESS Wigniayeu o "
b =
b a 3— MNew Process MNew Process Process h.’.anaged True Tk
» S RM
b @m 3 Opportunity Sales Process Opportunity Sales Pro... Process Managed True Tt
o S RTY ;
b B T S T TTII T T PrOTETS TrITTECE Troe
B option .
@ Ciient - =% PerformNotesAnalysisAction PerformMotesAnalysis... Process Managed True

Figure 8-77. Select an existing process to add into the solution via the Solution
Explorer

2. Open the 'Opportunity Sales Process' business process flow and
expand the “Opportunity: Qualify” stage.

3. Dragthe “Action Step” component over to the stage from
the component list, as shown in Figure 8-78.
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Compaonents Properties
companents.
A Flow

A Compasition

o Glzbal Workhow (0}

Figure 8-78. Add an “Action Step” component within the existing business process flow

4. On the properties of the action step, name the component “Credit

Decision,” which will be the name that appears to the user.

5. Select the action made in the earlier step within the “Execute

Process” lookup (Figure 8-79).

Details v

Components  Properties

Action Step
Display Name

New Step

Entity
Opportunity

Sequence

8 v

Execute Process

Credit Decision

Figure 8-79. Add the Credit Decision action within the “Execute Process” field
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6. Do not manually enter any input or output arguments; leave them
empty, as shown in Figure 8-80.

Type

Process Action

Input Parameters

Confidence_Value

QOutput Parameters

Decision

Figure 8-80. Leave the input and output parameters for the action blank

7. Update the business process flow by selecting “Update.”

Task: Test the action step.
This last section will cover testing the action step.

1. Open an Account record and add the following details into the
custom fields added at the start of this section:

e “Credit Limit” - 2,000

e “Credit Used” - 100

o “External Credit Score” -9
2. Save the record.

3. Create a new Opportunity record and associate the Account
record, naming the Opportunity record and saving it.

404



CHAPTER 8  PROCESSES

4. Within the first stage of the business process flow should be an
action step called “Credit Decision.” Click “Execute,” and the
input parameter dialog should appear requesting the input

(Figure 8-81).

' OPPORTUNITY ~ Est. Close Date Est. Revenue Status
P iei i In Progress

Credit Decision Action Step Test =
SN A Fo

dentify Contact click to @nter Estimated Budget click to enter Capture Summary click to enter
¥ *identify Account Coffee Time Purchase Process click to enter Credit Decision _

Purchase Timeframe  click to enter Identify Decrsion Ma. mark complete

Opportunfty Sales

4 Summary

Figure 8-81. The action step has been added within the business process flow

5. Enter “8” in the 'Confidence_Value field when this is prompted
and click “Execute” (Figure 8-82).

Credit Decision

Confidence_Value *

Figure 8-82. Selecting the action step opens the input dialog request for the user to
complete
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6. The “Credit Decision” field should now be updated to “Passed,” as
shown in Figure 8-83.

—— ey oL ovEmy All pOSTS  AUTO
Budget Amount Credit
r_ Opporty
Purchase Process 0 i
irchase 255 Today 2
Description ™ cscescccssscsscccsssssscesssssssssscssssasssanas
T
Credit Decision Passed

Figure 8-83. Completing the action performs the final logic and updates the
“Credit Decision” field

Action steps are a robust way to add processes that require a manual input into a
business process flow (Figure 8-84). At the time of writing, they are still in preview and
are not supported in production environments. Actions allow organizations to create
encapsulated business logic so that it can be reused by other processes.

Geners Administration = Notes

- ~ Hide Process Properties

wy :
Process Name* EXecuteP

15 AzureBiobStorageEnabled Entity Opportunity
ssions Activate As Azure Blob Storage Url Category Waorkflow
; Generate Shared Access Signature i
Available to Ry ¢4 el Confirmation To Cantact Options for Automatic Processes
¥ Runthis woy Send Email Two Factor Code To Contact =
fenid dRaceh G antac Scope Voel
=" As aron-del . . 1
Web Netifications - Build Configuration XML Start when: | Record s created

YRRt Ey Credit Decision
e Record status changes

Accept Proposed Sqoki a
Workflow Job | 4. oiTesmRecoms Credit Decision Record is assigned

“ I et werCurpite [ o e
Apply work template for resources Record is deleted
Approval Status Approve
Approval Status Reject
= AssignGenericResource

Agdd Ste
L2 it AutoGanarateProjectTeam

{
BockingResourceReguirement

Type a 5|
o e |  BulkCreatePredecessorsForTask il

Action v | Entity v SetProperties

Figure 8-84. Using the action within a workflow using the “Perform Action” step
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Business Rules

Business rules are not strictly a type of “process” within Dynamics 365 CE. That said,
they are a component of the platform that allows you to create business logic at the
form level. Form-level business logic allows organizations to implement instant logic
and can help guide the user with decisions or prevent errors that would normally be
implemented by custom scripting. Using business rules enables a no-code approach that
can be adopted and owned by more people within the organization and is often quicker
to change should it need to be.

Users can use the same Process Designer as was used for business process flows to
create business logic on fields that allow the following:

o Fields to be set with values or cleared
e Setrequirements (mandatory)

e Show or hide fields

o Validate and check data

o Display error messages

e Provide recommendations

o Lock/unlock fields

Business rules, like workflows, have the concept of a “scope.” It is different from the
workflow-type scope. Instead, a user can set a business rule to run under one of the
following:

. El’ltity
e All Forms
e Specific Forms

The scopes for “All Forms” and “Specific Forms” will restrict the business logic to
only operate at the specified form level, and also will only operate client-side when
the form is being used. This is especially useful if you need to hide fields or display
recommendations or errors. The “Entity” scope allows the business rule to operate on
the server side and also on the form side. This means the business rules will operate on
any operation that involves updating that entity. In addition to that, the “Entity”-scoped
business rules operate in real time, which means the changes will apply to the form
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instantly for the user to see. It is important that all the fields that a business rule uses are
available on the form so they are able to trigger. In the same way as if you were using an
editable grid, all fields need to be available on the view used in order for a business rule
to activate.

Business rules can be created from the solution metadata or via the form or field

itself, as shown in Figures 8-85 and 8-86.

PowerApps

& Solution: Dynamics 365 CE

Form: Case

4 Summary

1 CASE DETAILS

4 Common e ] P pbEReSee

Figure 8-85. Adding business rules via the form
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Field Properties

Madify this field’s properties.

Display e
Ere (e X | € koay

| Mame

0 -0 of 0 (0 selected)

Figure 8-86. Adding business rules via the field

Task: Create a new business rule from the Solution Explorer.
The following example will add a basic condition on the Case form to set the
“Resolution” field as mandatory if a resolution date has been set.

1. Navigate to the Solution Explorer and expand the Case entity
metadata, as shown in Figure 8-87.
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Name 1 Scope

0 - 0 of 0 (0 selected) M4

Status: Existing

Figure 8-87. Create a new business rule from the Solution Explorer

2. Click “New” to create a new blank business rule.

3. The empty Process Designer will open, as shown in Figure 8-88.
This is the same designer as the Business Process Flow Designer.
For a more detailed explanation of the user interface, please refer
to the previous section in this chapter, which covers it in depth.
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Case: New business rule - B Save [ Validate (% Scope: Allforms v 7 Melp

Components | Properties

5 Business Rule (Text View)

THEN

Draft

Figure 8-88. Business Rule Designer

4. Set the business rule scope to “Entity” by changing the “Scope”
dropdown field in the top right-hand corner of the Process
Designer.

5. Set the condition on whether the “Resolution Date” field contains
data (Figure 8-89). Add this condition using the “Properties” pane
on the right-hand side, with the condition block selected in the
design space.
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Case:New business rule -

+ b (] is] o} =

Components  Properties
Check Resolution

Entity

Draft

Figure 8-89. Adding in the condition for the business rule in the “Properties” pane
6. Add a name to the business rule by selecting the dropdown next to
the name.

7. Click on the Components tab and drag the “Set Business
Required” component onto the design space, attaching it to the
positive output of the condition. This is shown in Figure 8-90.
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Case:New business rule

= S i @ 1]

Add Cut Cop)' Paste Delete Snapshot

= Condition
Check Resolution

This is a valid hit area to add the new tile.

+

Figure 8-90. Dragging a “Set Business Required” property into the Business Rule
Designer

8. Do this a second time and attach it to the negative output of the
condition. These will set the field to “Business Required” for the
positive case and to “Optional” for the negative case.

9. Click on the components in the design space and set the
properties so the field is related to the “Resolution” field for both
components and the status is set to “Business Required” and
the negative outcome of the condition is set to "Not Buisness
Required". (Figure 8-91).
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Case:New business rule - B save [ Vaidate (3 Scope: All Forms 7 Help

+ A (] m =

A Cut Copy wste  Delese  Snapshot

Components  Properties

Set Business Required
Display Nama

Set Resolution to Not Mandatory

Business Required

Figld
Ressietica v
Status
Nes Businert Requines v
Resolution Date contars dats
Set Resclhution a5 Beniness Requised
Zet Resolution 25 Not Business Required

Figure 8-91. Defining the condition for the Business Required action in the
“Properties” pane

10. Ensure the display names of all components are descriptive for
action they are performing.

11. Name the business rule by selecting the “Business Rule Name”

field at the top of the screen and entering the name, as shown in
Figure 8-92.

Case: New business rule ~ B Swve [ Vaiidate (T Scope: AN Forms 7 Help

Busingss nule name Resolution Field Mandatony

Click to add description

+ X b B 8 ©@

aca Cut Copy  Pat Delete  Srapanct

Components  Properties

Figure 8-92. Naming the business rule
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12. Click “Save” then “Validate.” Validation checks for any errors
within the process and will highlight them in an error list at the
top of the design space.

13. Click “Activate” (Figure 8-93).

B save 3 Validate F‘;’ Save

; :

Figure 8-93. Select “Activate” in the Business Rule Designer

Task: Test the business rule.

1. Open a Case entity in which to test the field in action. Once a
resolution date is entered, the field “Resolution” now becomes
mandatory. If the “Resolution Date” field is empty and contains no
data, the resolution date now is no longer mandatory (Figure 8-94).

o Enquiry made via the portal

Normal

Not Available

£ Next Activity Date 10/07/2018

Resolution Details

Resolution Date

12:00 AM

@ A required field cannot be

empty.

Figure 8-94. Testing the business rule
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This section has reviewed Business Rules and what they are capable of. The example
above would have normally required scripting within the platform, and business rules
allow this to be done using basic logic.

Task Flows

Task flows were introduced in the Chapter 6 that covered mobile features and are
classified in Dynamics 365 CE as a type of process. Task flows are only available in
Unified Interface apps and are found within the category “Business Process Flow.” They
are a great way to quickly perform follow-up actions without having to navigate around
the application or find records within larger views.

Task flows should be designed to be a processes that a user can complete quickly. One
of the benefits of task flows is that they can be started from any location within Dynamics
365 CE, as the Task Flow button is available on the main navigation in the Unified Interface.

In contrast to Quick Create forms, task flows provide a different experience to users
that goes beyond being able to create a new record. Task flows have a more guided
process and are able to utilize more than one entity within a single process, which Quick
Create forms cannot do.

Task flows begin with asking a user to enter the record, as seen in Figure 8-95, so the
details entered in the following pages update that record, or if one does not yet exist it
will prompt the user to create a new record and use that record in the next pages.

X

After Meeting

Use this task flow to update your appointment and related

records after your meeting is over.

Select a record to start or create a new one.

Figure 8-95. Standard “After Meeting” task flow prompting for the Appointment record
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Task flows have a number of core components, as follows:
o Pages - The “page” a user navigates to and from as part of the process

¢ Conditions - Conditional operators, similar to business process
flows, that can enable branching

e Section Labels - Headings as part of the page

Labels - Headings above the field to assist the user
o Fields - Fields on the task flow linked to entity fields
Task: Create a task flow.

1. Navigate to a solution and create a new process called “Update
Work Order”” Specify the category as “Business Process Flow” and
the entity as “Work Order.”

2. Ensure the business process type is set to “Task Flow,” as shown in
Figure 8-96.

Create Process

Define a new process, or create one from an existing template. You can create four kinds of processes: business process flows,
actions, dialogs, and workfiows.

Process name: * Update Work Order

Business Process Run process as a business flow (Classic)
Type: ®) Run process as a task flow (Unified Interface only)
L
Name: * Iy er

Figure 8-96. Create a new task flow process

tegons * Busizess Procass Flow Y Eotine X [Woﬁc Order "
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3. Click “OK,” which opens up the Business Process Designer—the
same designer used by business process flows and business rules.

4. There will be a single “Page” component by default in the designer,
and a “Field” component inside this, as shown in Figure 8-97. Add
“Section Label” and “Label” components to this stage and name
them accordingly.

Update Work Order - & sove  [@ voidete B Sevess 3 dcvate  [B BusmessRules TR Ensbie SecuntyRoies 7 Hep

St Imactive

Figure 8-97. A new task flow process

5. Update the description of the process, as this is displayed on the
first page to the user (Figure 8-98).
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Update Work Order ~ () Update [B Validate
Process Name * pdate Work Order | Primary Entity [Work Order

Owner * ISarah Critchley Category |Business Process Flow

Name* Icat_up dateworkorder Image Set Image

Description Update an existing Work Order Status

= X D i) o}

Add Cut Copy Paste Delate

Work Order
Find Work Order

B3

A FElements (3)

Label #1
Update Work Order

Label #2

Find the Work Order
E Field #3

Sub-Status

Snapshot

o

Connector

Figure 8-98. Updating the description of the task flow

6. Link the “Field” component in the “Page” component to the “Sub-
Status” field in the work order.

7. Click “Save.
8. Click “Validate.”

9. Click “Activate.”

The task flow will now be enabled for the Unified Interface client. Task flows do not
need to be added to apps, and instead all active task flows will be available from all apps
via the Task Flow button on the main navigation bar at the top of the screen.
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Task: Test the new task flow process.
1. Navigate to a Unified Interface app.

2. Click the Task Flow button as shown in Figure 8-99. The new task
flow should appear, called “Update Work Order.”

Task Flows

Update Work Order
Update an existing Work Order Status

After Meeting
Use this task flow to update your appointment and
related records after your meeting is over.

Email (Prima

Update Contact
Use this task flow to quickly update contact
information, including business and personal

Follow up with Opportunity
Use this task flow for quick communication with your
customer. Access key information about your

121

Figure 8-99. Selecting the new task flow “Update Work Order”

3. Click the task flow “Update Work Order.”

4. You should be prompted to find an existing work order. Select any
record for now and click “Next.

5. The custom page in the process should now appear with the
Section Label, Label, and Field to change the status, as shown in
Figure 8-100.
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Update Work Order

Update an existing Work Order Status

Update Work Order
Find the Work Order

Q Sub-Status ’ l '.L‘.r)k for Work Order ¢ ,O
Scheduled
B open - scheduled V
+  New & Change View

Figure 8-100. Selecting the “Sub-Status” field in the task flow

6. Change the sub-status of the work order by selecting from the

dropdown list.

7. Select “Done” on the task flow.

Task flows are a great way to create a process for users of Dynamics 365 CE that

can quickly update records without their having to navigate around the system or

find records in other ways. They can be simple or more complex depending on the

requirement, often utilizing more than one entity type within a single task flow.
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Summary

This chapter has covered the core processes within Dynamics 365 CE. Processes provide
easy-to-use functionality to customize the system to suit the requirements of organizations.
Being able to create complex business processes using just the user interface gives
organizations a large amount of capability, ownership of the platform and the capability to
change those processes as and when they change within the organization itself. Business
process flows and task flows offer a guided process for users to follow prompts step-by-step,
with added business rules where required to automate tasks even further. Workflows
offer an extensive capability to provide external and internal automation, which can be
performed in the background or in real time, displaying changes immediately to the user.
Finally, business rules offer an extra layer of processing, which can be on both the client
and server side of the application, offering the capability to perform error checking and
various other tasks to speed up data entry and enforce rules where required. This chapter
has covered these core processes within Dynamics 365 CE to allow you to get started
implementing more customized and specific business logic to the platform.

Chapter Tasks

At the end of every chapter, there will be a section that gives up to ten suggested tasks for
you to complete within Dynamics 365 CE. These tasks will be based around the topics
covered within the chapter and the further resources referenced at the end. They are
aimed at expanding practical knowledge and application regarding those topics that
goes beyond reading about them.

1. Create a new business process flow.

2. Create a new business process flow across more than one entity.
3. Create a business rule

4. Design and create a new background workflow.

5. Design and create a new real-time workflow

6. Create a new action.

7. Use the action within a business process flow as an action step.
8. Use the action within a workflow.

9. Create a new task flow.
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Further Reading

Workflows in more depth (Microsoft, 2018). URL: https://docs.microsoft.com/en-us/
dynamics365/customer-engagement/customize/workflow-processes

Business Rules (Microsoft, 2018). URL: https://docs.microsoft.com/en-us/
windows/desktop/secauthz/business-rules

A guide to Actions (Microsoft, 2018). URL: https://docs.microsoft.com/en-us/
dynamics365/customer-engagement/customize/actions
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CHAPTER 9

Ul Customizations

This chapter will cover the core UI customizations available within Dynamics 365
CE. Customizing the user interface gives users the capability to modify how data is
displayed, which, in turn, influences how they update the information as well. In
addition to that, understanding how the records are connected to each other through
relationships gives greater understanding of the information held within Dynamics
365 CE, empowering users to get more value out of the system by using reporting and
navigational features.

Forms are used within Dynamics 365 CE to display fields to users (Figure 9-1). They
hold information about where fields are placed, the format in which they are viewed and
are one of the main areas where a user will interact directly with data. Forms are used
by both the Classic Ul and Unified Interface. It is important to understand the different
terminology involved in creating forms, how to create new fields, relationships, adding
components to forms, and the different types available. This chapter will focus on these
topics to ensure you can design a positive user experience where users can add data and
retrieve data from the system with ease.
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+ New 4 CrestecChildCase [} ResohveCase [3 CancelCase D AddtoCQueve A Asugn B DoNotDecrementEn. W Delete

CASE : 3 Pricrity & Created On
Dynamics 365 CE Essentials -
Normal B/B/2018 200 PM
Phone to Case Process sl @ - g
Active for 37 days il dentify Ressarch (5 D) Resolve 2
31 Details F A at
Case Title " Dynsmics 365 CE Essantials ADDITIONAL DETAILS SOCIAL DETAILS
. arent Case . B Sadial Profile
B3 Case Number CAS-02311-85K982
@D v B Received
Subject Services
6/15/201 .
Customer * [l CRM CAT Lab - Sarah Crit 6 Escalated O
10:37 PM
ngin Phone ow Up =
. & Blocked Profil No
a5 Request First Response Sent No
Entitlement
Artim B Swm

Figure 9-1. An example of a form on a Case record

Entities and Fields

As discussed in the first chapter, record types are often referred to as entities within
Dynamics 365 CE. Entities are used to categorize types of records, and in database terms
are the same as a table within a database. Users and processes create records of that type
either within the user interface or programmatically, creating rows within that table.
Entities have related metadata linked to them, such as fields, views, and forms. Fields are
columns within the database linked to the entity and are the descriptive information that
is stored within the row. Dynamics 365 CE comes with many entities already pre-created
and used within defined business processes, such as the Account and Contact entities.
There is also the ability to create custom entities that can be used to support existing
processes or, instead, to create entirely new processes.

Entities and related information, such as fields, are added through solutions
within the Solution Explorer in the Classic UI (Solutions are covered in more depth in
Chapter 10). Fields represent data within the system and, from a database point of view,
represent at least one column within the Dynamics 365 CE database. The standard
record types, such as Case, Account, Contact, and Opportunity, all come with fields
already created against the record types. New fields can be created if required. Fields are
added to a form; however, not all fields have to be added to a form (Figure 9-2). A form
provides the user experience and the ability for the user to enter data. The form is also
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used operationally for business processes, such as workflows, and for business rules to
operate, including where form scripts, such as JavaScript, are added. Entities can have
multiple forms that users can switch between when viewing a record. Multiple forms can
be added via the App Designer for a single record type—for example, a Case—and users
can switch between the forms available. A field can then exist on any number of forms
within the record type.

> _&Bc:i(

4 JCase
=3 Forms
5 Views

b rrass

| ] Fields
L

x;’ 1:N Relationships

Figure 9-2. Where fields can be added within a solution (fields can also be added
into a form from a solution directly)

Task: Create a new entity within Dynamics 365 CE.

1. Navigate to a solution within the Solution Explorer and open
it. (Solutions are covered in depth in Chapter 10.)

2. Click on “Components” in the left-hand side panel and select
“New” and “Entity,” as shown in Figure 9-3.

3. A new window will open, which will be a blank Entity window.
Complete the following details, as shown in Figure 9-4:

o Display Name - This is the name as it appears in Dynamics
365 CE.

e Plural Name - This is the name as it appears in views and areas
where there is more than one record.

e Ownership - If this entity should be owned by a user or a team
or by an organization (organization ownership is outside of the
security role structure)

e Description - A short description of the entity
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Figure 9-3. Creating a new custom entity

There are some areas on the Entity Configuration screen that are

notable at this stage, as follows (Figure 9-4):
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Virtual Entity (Checkbox) - This defines if the entity should

be marked as virtual. Virtual entities are often used for data-
integration scenarios and represent records from external
systems without taking up database space. Check out the “Further
Reading” section at the end of the chapter for more information.

Primary Image - Used to display an image type field and enable
images in the entity

Name - Autopopulated based on the publisher prefix in the
solution and the display name

Define as an Activity entity - Defining an entity as an Activity
entity means it will be a child of the Activity Pointer entity and
will be available to create from the timeline in all other entities.

Color - The color of the entity icon background used in the
Classic UI

33 Show Deg
Type
Entity
Entity
Entity
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o Areas that display this entity - The sitemap for the Classic UI
and where the entity should display. This is not linked to the
Unified Interface client and is instead designed in the Sitemap
Designer.

New Working on solution: Dynamics 365

(&) o) Information

Genera Primary Field

4 Common

@) Information Entity Definition
B Forms
3' o Display Name ™ Book Virtiml Enlity
il } . - [None: v
e F Piural Name * Books Data Source [ "

) i = Owrership * User or Team v
Mk Name €at_book ]

= Define as an activity entity.
X3 Primary Image ¥ 2
A Display in Activity Menus

e Color -
h . Description
=i Bu

Areas that display this entity

Sales Service Marketing Fieid Service
Project Service Settings Resource Scheguling Portals
Community Training

Process

Business process flows (fields will be created) *

‘Communication & Collaboration

Feedback *
Notes {includes attachments) *

< ions t
Sending email (If an email fieid does not exist, one will be created) *

W el maene

Figure 9-4. Configuring a new custom entity

There are a number of configuration fields for the entity,

shown in Figure 9-5. These options are sometimes enabled and
cannot be disabled, such as “Business Process Flow” fields.

This area is where the entity is enabled for many out-of-the-box
functionalities, such as feedback, activities, and business process
flows. For more information on all of these options, see the
“Further Reading” list at the end of this chapter.
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Change Tracking

Auditing

Single record alditing. Log a record when o
Multipie record auditing. Log all reconds displaye

n an opened page.

Figure 9-5. Entity configuration options

4. Do notadd any extra configuration options to the entity definition,
and click “Save.” The entity will be created in the system and may
take a moment to load.

5. Once saved, the options on the left-hand pane will become
available, such as forms, views, and charts.

To update the icon for the entity, use the “Update Icons” option within the command
bar in the entity definition, as shown in Figure 9-6.

5| Update Icons X Delete 5f' Managed Properties

pdate Icons i

ry Field Controls

Figure 9-6. Editing icons for entities
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A window will load with two tabs, one for the Classic UI (Web Client) and another
for the Unified Interface. Upload images to Dynamics 365 CE by adding a web resource
(image type) either via “Web Resources” within the solution or by clicking “New” in the
lookup option, shown in Figure 9-7. Once saved, select the image to be used as the icon
and publish the changes.

<4 Lookup Record x b
ara Enter your search criteria.
sk for
1 WebResource Lookup View ¥ 1
Ico
5o Search o
Pul | Name | Display Name 4 Language | ()
N
3 msdyn_/Resourcefimg/Find_Re.. /Resource/im... E
msdyn_/images,/16_Yammer_di.. 16_Yammer_d... English(1033) AL
msdyn_/images/16_Yammer_e.. 16_Yammer_e.. English{1033)
msdyn_/Controls/BryntumGant... 1px English(1033) 1E
msdyn_/images/32_Yammer_di.. 32_Yammer_d.. English(1033) Ac,
3
1- 250 of 2287 (1 selected) M4 Pagel )
[ -

Figure 9-7. Adding a web resource image for entity icons

The new entity should now be created, with an optional icon. Icons add a
professional look and feel to records, as a puzzle piece or cog icon can look “unfinished”
to a user of the system, especially when it is used multiple times for custom entities
within an app. It is best practice to upload an icon for all entities that is relevant to what
it represents within the system.

The following sections will look at creating new fields and other entity components.

Task: Create a new field.

1. To add new fields to an entity, navigate to “Fields” within the
Solution Explorer, underneath the entity you wish to modify, and
select “New” (Figure 9-8).
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Figure 9-8. Adding a new field

A window will open for the blank definition of a field, as shown in
Figure 9-9.

E‘ Field ‘Working on selution: Dynamics 365 CE
*" New for Case
General
1 Common =
E Information Schema
[&i Business Rules Dispiay Name * [ | Fieid Requirement * Opticna ¥
Name* :':t. Searchabie ves v
Field Security ) Enable (@) Disable
A\ Enabiing fieid security? What you need to know
Auditing * @) Enable () Disable

& This field will not be audited until you enable auditing an the entity.

Description

Appears In global fitter in Sortabie In interactive

interactive experience experience dashboard

For information about how to interact with entities and fields progi ically, see the Microgoft Dynamics 365 SDK

Type

Data Type * Single Line of Text v

Fieid Type * Simple ¥,

Format* Text il
Maximum Length * 100

IME Mode * aute ¥

Figure 9-9. New blank field definition
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Fields have multiple names, and it is important to know where
they are displayed within the system. See the following:

o Display Name - This is displayed within Advanced Find and
views and by default on forms, if not overridden.

e Name - This is the schema name and is a name referenced by
code, for example in plugins. This is always prefixed with the
publisher of the solution.

A field has a requirement level (Figure 9-10). The requirement
level can be one of the following:

e Optional - The user can choose to input data or not. If not, it is
left empty.

o Business Required - On the form, this is a required field and
must be entered. It is displayed with a red asterisk.

o Business Recommended - This displays with a blue asterisk next
to the field name and is used to prompt the user that they should
fill it in but are not required to. If not, it is left empty.

A\ Enabiing fieid security? Whnat

Figure 9-10. Field definition options

The field can be set as “Searchable,” which means this field is
displayed within Advanced Find and can be used on Quick Find
views. The field can also be switched on for field security (see
Chapter 4 for more information) and also auditing. The record
type itself must be switched on at the entity-definition level for
auditing to be enabled. You also have the opportunity to add a
description, which appears as a “Tooltip” to the user to give them
more description about what the field is used for when the cursor
hovers over the field within the form (Figure 9-11).
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Name * icat_ Billable Searchable Yes v
Field Security Enable () Disable No

A\ Enabling field security? What you need to know

Auditing * ®) Enable Disable

& This field will not be audited until you enable auditing on the entity.

Description

Figure 9-11. Additional field definition options

Fields have a data type, which refers to the type of data the field
holds and can be entered within the field (Figure 9-12). Table 9-1
briefly explains the data types; however, for more information, see
the “Further Reading” section at the end of this chapter.

Depending on the selected data type—for example, Single Line of
Text—the types of field types and format available are determined.
Maximum length should be considered for text-based fields as this
limit will prevent a user from entering any more data (and also if

used programmatically).

A\ Enabling field security? What you need to know

Auditing * ® Enable Disable

Option Set auditing on the entity.
Description MultiSelect Option Set |

Two Options

Image

Whole Number
Floating Point Number
Decimal Number

Appears in global filter in | Currency Sortable in interactive
interactive experience Muitiple Lines of Text experience dashboard
For information about how { Date and Time , see the Microsoft Dynamics 365 SDK
T Lockup
ype Customer
Data Type ™ Single Line of Text v
Field Type * Simple v
Format™ Text
Maximum Length * 100
IME Mode * auto

Figure 9-12. Types of fields

434



CHAPTER9 Ul CUSTOMIZATIONS

Use the following reference table to review the different types of
fields available within Dynamics 365 CE.

Table 9-1. Field Data Types

Data Type Brief Description

Single Line of Text Used for brief text entry, often referred to as a “string,” and can be
numerical and alphabetical

Option-Set A defined list of option-set values that are created by the user. Local or
global option-sets are available. Global is often used where the values
are needed in more than one field. Only one option can be selected.

Multi-Select Option-Set Same as previous except more than one option can be selected

Two Options Often referred to as a “Boolean,” this is the type of field that is a “yes/
no” type field; however, any two options can be defined, and not
necessarily yes and no.

Image Used to configure the image of the entity if it supports images
Whole Number Integers with a value between -2,147,483,648 and 2,147,483,647 can
be in this field.

Floating Point Number  Up to five decimal points of precision can be used for values between
-100,000,000,000 and -100,000,000,000 in this field.

Decimal Point Number  Up to ten decimal points of precision can be used for values between
-100,000,000,000 and -100,000,000,000 in this field

Currency Displays values as money in the default currency. This creates four
fields, which include the base currency value as well as the currency
value entered by the user, transaction currency field, and exchange rate
field.

Multiple Lines of Text Same as a single line of text except the maximum length of this field is
longer, different controls can be added, and the text box or area can be
made into multiple lines on the form it is used on

Date and Time Displays a date picker with an optional time picker. Can be date-only
and also has many options for the local time zone

Lookup A lookup field that references another record

Customer A type of lookup field that references both a contact and an account
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There are also additional types of fields called “calculated” and
“rollup” fields, which are types of fields available on specific
data types (Table 9-2). Calculated and rollup fields rely on extra
definitions to operate successfully. These will be covered in the
next section.

Table 9-2. Field Type Reference for Calculated and Rollup Fields

Type Where available

Calculated Field Type A single line of text, options, whole number, currency, date time,
Boolean (two options), decimal number

Rollup Field Type Decimal number, currency, date time, whole number

3. Select the type and related options for a field, such as '"Two
Options' and once all the options have been selected, and the
field has been configured, select “Save and Close.” The field is now
ready to use on a form (Figure 9-13).

Fields can also be created from within the form itself. If this route is used, always
remember to open a form directly from a solution and not from the default solution
accessible from within the application for administrators. This is so the prefix is correctly
assigned for the field and is not “new_." Solutions are covered in more depth later in the
book.
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PowerApps

(;lie.es':C:se .{_: W Hep -

Working on solution: Dynamics 365 CE

Genera Field
3] Information Schema

Display Name ™ Billable Field Reguirement ™ Optiona: v

Data Type Two Options b
Field Type ™ Simple b
Move Up

Move Down

Figure 9-13. Save the new field by clicking “Save and Close”

Rollup Fields

Rollup fields are a special type of field that allows you to create aggregate functions
of related child records. Child records and relationship types are covered more in the
next section; however, briefly, child records are where there are multiple records (N)
associated with one parent record (1) in a hierarchical relationship. An example of this
is found in the Case record and some of its standard functionality. The case has a self-
referential relationship, which is a 1-to-Many type. One Case record acts as a “parent”
while others can be associated with the Case record as its “child,” creating a “child-case”-
like structure. This type of relationship infers a relevancy that the child records have to
the parent.

Different types of aggregation can be performed, such as sum, count, min, max, and
average. Examples of rollup fields are the last activity date on a Case record could be
related to an Activity entity and be the max of the associated activity. Another example,
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which the following walkthrough covers, could be a count of the child cases related to a
parent case that does not exist as standard (but the relationship does).

Using these fields in views and dashboards can display important overview data
within a parent record, which will be useful at a glance, removing the need for a user to
navigate to a record and count associated records.

Task: Create a rollup field.

1. Create a new field of type “Whole Number” on the Case entity,
naming it “No of Child Cases” (Figure 9-14). Do not save the record.

Genera
Schema
Display Name * No of Child Cases Field Reguirement * Optiona A
MName* :ca'._ NoofChildCases Searchable Yes v
Field Security Enable (e) Disable
A\ Enabling field security? What you need to know
Auditing * Enable (@) Disable
& This field will not be audited until you enable auditing on the entity.
Description
Appears in global filter in Sortable in interactive
nteractive experiance axperience dashboard

For information about how to interact with entities and fields programmatically, see the Microsoft Dynamics 3

Type
Data Type * Whole Number v
Field Type * Simple bl
Format™ Sliple
Calcuiated
Minimum Value *
Maximum Vaiue * 2,147 433 647
ME Mode * auto

Figure 9-14. Create a new field where the “Field Type” field is “Rollup”

2. Select the “Field Type” as “Rollup.” A new button will appear next
to the “Field Type” field called “Edit,” as shown in Figure 9-15. It
is important to note that selecting this button saves the record,
so be sure to be happy with the schema name and the current
configuration of the field before pressing the Edit button, which
opens the rollup Field Designer, as you cannot change the schema
name once saved.
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Type

Data Type * Whole Number o

Field Type * 'Ro up :: ¥ Edit
Format™* None

Minimum Value * -2,147,483,648

Figure 9-15. Creating a new rollup field definition

The Field Designer will open (Figure 9-16). The “Hierarchy” option refers to the

ability to aggregate beyond just one record deep, such as in the example of child records
to a parent, including all records within a hierarchy of up to ten; e.g., accounts and sub-

accounts.

ROLLUP FIELD

No of Child Cases

4 SOURCEENTITY
Source: Case
Use Hierarchy: NO
4 RELATED ENTITY
4+  Add related entity
4 AGGREGATION

+ Add aggregation

Figure 9-16. Defining the rollup configuration

3. Leave the “Hierarchy” setting as “No.”

4. Set the “Related Entity” to “Case” by selecting the plus icon
(Figure 9-17). The field that defines this relationship is called
“Cases (Parent Case).” All child relationships define the parent
by using a lookup field that references the parent record, and this
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field has a name. The name of this is “Parent Case.” This defines
the relationship we are using for the aggregate.

5. Click the checkbox on the right-hand side of the logic block to
continue to confirm this edit to the field business logic definition.

6. Now define the aggregate function (Figure 9-18). Select the plus
icon and select “COUNT.” The case will be the only value available
for the related entity. There is the option to add filters within the
definition. This is particularly useful if the aggregate function
should only be looking at cases with a particular value, such as
status, subject, or case type.

7. Select the checkbox on the right-hand side of the logic block.
There will be a yellow warning that mentions the rollup field at
the bottom of the Field Definition window referring to how these
fields are calculated.

Rollup fields “rollup” and calculate initially 12 hours after
creation, then every hour after that. This is to ensure the rollup
job is not impacting the user experience or the performance of
the system as the system could potentially be counting through
lots of records to perform the defined function. Having multiple
types of these fields could cause issues if they were all operating
at the same time. A system job is created for each rollup field
that can process up to 50,000 records and updates two new fields
created behind the scenes in addition to the field itself displayed
to the user. These extra fields define the last date and time it was
updated and the state the aggregation is in; e.g., running.

You can manually update rollup fields’ scheduled time runs,
which is normally advisable so as to run out of operating hours if
possible. To do this, navigate to the system job menu and locate
the name of the job. Select it and edit its configuration through the
user interface.
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ROLLUP FIELD

No of Child Cases

4 SOURCE ENTITY
Source: Case

Use Hierarchy: NO

4 RELATED ENTITY

I Related  Activities (Regarding]] v
Booking Alerts (Regarding) -

4 AGGREGATIOI Case Process Based on Origin (Incident)

Case to Work Order Business Process (Incident)
+ Addag

Lases Existing Caca)
T

Cases (Master Case)
Cases (Parent Case)

Ernail Macecanar MRansrdinn)

Figure 9-17. Adding the related entity in the Field Designer for a rollup field

8. Click “Save and Close” on the Field Definition window and also
“Save and Close” on the Field window.

The rollup field has now been made and can be added to a form.

4 RELATED ENTITY
Related: Cases (Parent Case)
4 FILTERS (OFTIONAL)
+  Add condition

“ AGGREGATION

Aggregate Function Aggregated Related Entity Field

COUNT b Case b

©®

Figure 9-18. Configuring the aggregation business logic for the rollup field
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Calculated Fields

Calculated fields allow you to add business logic within a field definition that performs
calculations or operational logic—for example, to add days and hours to the values
contained within a field—to create a more useful or relevant value that is displayed to
the user. Calculated type fields can often replace custom code and are a great way to add
in operational-type business logic.

In the walkthrough that follows, a new calculated field will be created that will set the
“Next Activity Date” to +2 days from the “Modified On” date from the Case entity. This
will give users a target date to always provide a follow-up activity by and also allow users
to sort on that field in columns, allowing the prioritization of cases based on interactions,
preventing cases from going “stale.”

Task: Create a calculated field.

1. Create anew field of type “Date Time” on the Case entity and
name it “Next Activity Date.” Ensure this is a “Date Only” type
field by selecting this option in the “Format” field. (“Date Only”
type fields remove the “Time” portion of the field from the user
interface.) Do not save the field just yet.

2. Setthe “Field Type” to “Calculated” and click the Edit button
(Figure 9-19).
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¥ PowerApps

“ H k) seveanacose g

| Field Working on solution: D
S5 New for Case

Genera
4 Common
& Information Schema
= Display Name * Next Activity Date Field Requirement
Name™ cat_|NextActivityDate Searchable Yes

Field Security

ased on the modified on date

v Edit

A\ When the beravior of a field is “User Local,” field values are displayed in the user's [ocal time. In the SDK, these values will be returned using a com

Figure 9-19. Creating a new calculated field

The same Field Designer appears in which you can configure the
business logic as part of the field, with some modified options
available, as shown in Figure 9-20.
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B SAVE 3’ SAVE AND CLOSE

CALCULATED FIELD

Set Next Activity Date

4 IF...THEN
4 CONDITION (OPTIONAL)
4+  Add condition
4 ACTION

4+  Add action

Figure 9-20. Calculated field definition
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Optional conditional “if” operators can be added if the field
should only be operating under certain circumstances. Complex
branches can be created should there need to be. In this
walkthrough, there is no requirement to add any conditional
operators.

Select “plus” in the “Action” heading, and a number of operations
will become available (Figure 9-21). It is a good idea to become
familiar with these types of formulas as they define the functional
scope of calculated fields and what can be achieved, such as Add
Hours, Add Days, and Add Weeks. For a more comprehensive list,
see the “Further Reading” section at the end of this chapter.
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4 IF..THEN
4 CONDITION [OPTIONAL)
+  Add condition

“ ACTION

Ul CUSTOMIZATIONS

Set Next Activity Date (date and time)

actuaiserviceunits (whole number Actugl Service Units

ADDDAYS (whole number, date and time

OURS (whele number, date and time)

ONTHS (whole number, date and time!

'whoie number, date and time)
ADDYEARS (whole number, date and time)

Figure 9-21. Selecting the action for the calculated field

4. 'The format of the operation is the function name and, in
brackets, the input values. For this example, use “ADDDAYS

(whole number, date and time)”—the whole number, which is
the number of days to add, and the target date and time. The
input can be specifically defined values—e.g., 2—or it can be

dynamically based on fields in the context of the record the

calculated field is placed upon. To use field names, start typing

the display name of the field to see it appear within the action
dropdown. For this example, select “ADDDAYS,” enter “2,” and

then start typing “modified” for the field “Modified By” to appear,
then select it. It should automatically be enclosed in brackets. See

Figure 9-22 for reference.
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4 ACTION

Set Next Activity Date (date and time)

= ADDDAYS(2. modif)

adx_modifiedbyipaddress (single line of text)

adx_modifiedbyusername (single line of text)

modifiedby (lookup)
modifiedbyexternalparty (lookup)
modifiedon {date and time)

modifiedonbehalfoy (lcokup)

Modified By IP Address
Modified By Username
Modified 8y

Modified By (External Party)
Modified On

Modified By (Delegate)

Figure 9-22. Completing the parameters required for the function within the

calculated field

5. The formula is now finished, so click the checkbox on the right-

hand side of the block to confirm. If the input for the formula is

incorrect, an error will occur here and notify the user as to why the

issue has occurred and advising to fix it before it can be saved.

6. Click “Save and Close,” then “Save and Close” again on the

Field window, and the field is now ready to be used on a form

(Figure 9-23).

CALCULATED FIELD

Set Next Activity Date

4 IF...THEN

ON (OPTIONAL)

B

4 ACTION

Set Next Activity Date to AddDays(2, Modified On)

Figure 9-23. Completed Calculated Field Definition
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Relationships

Dynamics 365 CE is built upon a standard relational database structure. There are many
resources on relational databases available on the internet; however, this section will
briefly discuss the types of relationships available within the platform and how they are
represented to the Dynamics user.

There are three types of relationships visible from the Solution Explorer under the
entity metadata (Figure 9-24):

e 1:N - One-to-Many
¢ N:1 - Many-to-One

¢ N:N - Many-to-Many

4 /v Case | Suneing Ndgine t|° | Frn
=3) Forms
3 views bpf_incident_cat__case... Case
il Crarts

5] Fields bpf_incident_msdyn_b... Case

<

%3 1:N Relationships incident_actioncard Case

3)1 N:1 Relationships

33 N:N Relationships incident_activity_parties Case
0 Messages

577 Business Rules Incident_ActivityPoint...  Case

;’a., Hierarchy Settings

5] Dashboards incident_adx_alertsubs... Case

Figure 9-24. Relationships available to create and review in the Solution Explorer

1:N and N:1 are the same relationship, but with the primary entity switched around
depending on the perspective that is being looked at (e.g., the one or the many). To see
this in action, select 1:N within the Solution Explorer for the Case entity and look for a
relationship. The column “Primary entity” will always be the Case. Click on the N:1, and
the primary entity will be the referred-to entity, and the Case entity is the inferred entity
(Figure 9-25).
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Name

Work Order

Customer

Subject

Name
Case
Work Order No

Figure 9-25. An ERD or “Crow’s Foot” diagram of a 1:N relationship of a case and

a work order

A 1:N relationship is defined as a lookup field, as shown in Figure 9-26, and is visible

to the user as a lookup field on a form from the referred-to entity. The referred-to entity

is visible on the parent or primary entity, on the navigational area of the form under the

“related” section or can be made available within a sub-grid, as there can be more than

one related record and must be displayed as a list.

Description

Appears in global filter in

Single Line of Text
Option Set
MultiSelect Option Set
Two Options

Image

Whole Number
Floating Point Number
Decimal Number
Currency

auditing on the entity.

Sortable in interactive

ce
For information about how

Type

Multiple Lines of Text
Date and Time

board

y, see the Microsof Dynamics 36!

Customer
Data Type ™ m v
" Field Type ™ 'Simple v
Format ™ Text
Maximum Length * 100
IME Mode * auto

Figure 9-26. A lookup field, which creates the relationship automatically
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This type of relationship infers that one entity can be referred to by many other
entities. The related entities can only refer to one primary entity.

The second type of relationship is a many-to-many type. This type of relationship is
not available as a field and is instead only available under the “Related items” within the
tab menu on the UCI or within the extended menu in the Classic UL

Many-to-many (N:N) relationships are where an entity can be linked to any number
of secondary entities, and the second entity can be linked to any number of primary
entities, and there is no constraint on the number. It is important to note that for one-
to-many relationships, it will have a specific relationship name and reference reason. A
commonly referenced example in software development is authors and books. Authors
would have an N:N relationship with books, as there could be more than one author to
a book; however, it would not be defined as a 1:N as it would be restricting the author
to only writing one book. Lookups are restricted to only one record. Another example
of a many-to-many relationship is where doctors have many patients and patients have
many doctors.

When a many-to-many relationship is created in the Dynamics 365 CE user interface,
an intersect entity is created within the database that is not visible to the user. This
makes these types of relationships harder to report on than those with a 1:N relationship.
It is often a design consideration to make two 1:N relationships and manually create an
“Intersect” table to ensure reporting can be achieved by the user with ease. Examples
of manual intersect entities within the standard system include Order Products and
Opportunity Products entities, which are intersect entities between the Product and the
Opportunity and Order entities.

Creating and Modifying Relationships

In the previous section, field creation was covered, which can include lookup type fields.
1:N and N:1 relationships can also be created via the Solution Explorer within the entity
metadata, as shown in Figure 9-27.
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@J o) Information

—. Book

4 Common

@l Information
3 Forms
& Views
il Charts

(@ Fields
[§] Keys

a3 1:N Relationships
1 N:1 Relationships

%% N:N Relationships

|52 Business Rules
&%, Hierarchy Settings
[£3] Dashboards

View: Al
G New | X | Edit | More Actions ~
O | Name | Sche
cat__booksid cat__
cat__name cat__
createdby Creal
createdon Creat
createdonbehalfby Creat

Figure 9-27. Entity metadata and where to create relationships

While they can be created within a lookup field, relationships have defined behavior

that in some cases can be modified. These settings can be found under the relationship
within the Solution Explorer, within the correct type, as highlighted in Figure 9-28.

Genery’

Relationship Definition

Primary Entty * Cortact Rilated Entity * Book

Name® !c:‘._(c-m!_{a'__w: is_Cortact

Searcratie ey v
ernicy v
Lockup Field

Dispay Name * Certact Haeme® cat_contact

Fieid Recirement * Opticnn i

Description

Navigation Pane ftem for Primary Entity

Display Option ® Use Piural Narne ¥ Custom Lasel *

Display Area™ Datas ¥ Dispilay Order * 10,000

Retatinship Behavior

Tyoe of Beravior * Federentiy ¥
Assign® Caseade Nene v Reparest * Cascade None ¥
Snare Cax v Deete® hd
Unshare * Cas: v Merge * Cancade A v

Rolup View ™ Eascade None

Figure 9-28. Relationship configuration
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Relationship configuration can vary depending on the type of relationship. An
overview:

o Searchable - Available in Advanced Find

e Hierarchical - Used to define hierarchy visualizations in a 1:N
relationship (configured in Hierarchy Settings within the entity
metadata)

o Type of Behavior:
¢ Parental - An action performed cascades to its children
e Referential - Not directly linked and only referred

o Referential, Restrict Delete - Not directly linked; however,
delete is restricted if there are child entities

o Configurable Cascading - Custom settings

The types of behavior operate on an action that is performed within the system—for
example, when a record of this type is “assigned” or “re-parented”—and define what
behavior should happen in this scenario. The types of behavior are covered extensively
in the “Further Reading” section of the chapter.

Modifying the behavior of a relationship is critical as it determines what happens
to related records, especially child records, if a parent is deleted. In parental-type
relationships, a cascade delete occurs, which means child records are deleted along with
their parent. It is recommended that relationships are reviewed when created to ensure
the configured behavior is as expected.

Relationships can also be used to map fields when new records are created within
the context of another. An example of this is when an Opportunity record is created as
part of the lead-to-opportunity business process flow, or when a child record is created
directly from a sub-grid. Configuring the mappings, as shown in Figure 9-29, allows you
to configure which fields are automatically copied from the parent record to the new
record being created, reducing manual data entry and errors.
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“ i [f saveanc Close | =83 Show Dependencies

. Relationship
@;’J Contact to Book
4 Common
_23 Information

{_‘, Mappings

General

%F Managed Properties

yActions ¥

Relationship Definition
Primary Entity *

Name *

Searchable

Hierarchical

Lookup Field
Display Name *
Field Requirement ™

Descripticn

Figure 9-29. Relationship mapping

Task: Create a N:N relationship.

Contact

cat__contact_cat__books_Contact

Yes

No

Contact

Optiona

1. Navigate to the entity metadata for the custom entity created

earlier in this chapter.

2. Select “N:N Relationships.”

3. Click “New Many-to-Many Relationship,” as shown in Figure 9-30.
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Book
[_ﬂj %o N:1 Relationships

Type: Al

4 Common
@ Information
=3 Forms
3 Views " Schema Name | Other Entity | Type of Behavior | sta
“ Charts
(@ Fields
(¥ Keys

=3 1:N Relationships

33 New Many-to-Many Relationship || X More Actions ~

‘33 NN Relationships

=

&3, Hierarchy Settings
[EZ] Dashboards

Figure 9-30. Creating a new many-to-many relationship

4. Complete the “Other Entity” details with a second entity with
which to create the many-to-many relationship, as shown in
Figure 9-31.

5. Setthe display options to use the plural names of the entities.
6. Select “Save and Close.”

The relationship has now been made and can be used within the system.
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i PowerApps

m d 1;5 Save and Close K Help ~

Relationship Working on solution: Dy ics 365 CE

| =) New Ty

= \Elationsni; r
4 Common Gene -
%3 Information Current Entity

Entity Name * Book d
Display Option * Use Plural Name v Custom Labe
Display Area ™ Details v Display Order™® 10,000
Other Entity
Entity Name ™ Contact hd
Display Option ™ Use Plural Name ¥ Custom Labal *
Display Area™ Details v Display Order* 10,000

Relationship Definition

MName* cat__cat_books_contact
Relationship Entity Name * cat__cat__books_contact
Searchable Yes bl

Figure 9-31. Creating a new many-to-many relationship

For more information on relationship configuration, see the “Further Reading”
section at the end of this chapter.

Forms

Forms within Dynamics 365 CE are the visual representation of the data fields. They also
allow for other controls and visuals to be created. Their primary purpose is to display
data and allow data to be created and modified by the user.

There are four main types of forms available (Figure 9-32). Entities can have multiple
forms, and they are defined within the given app module.

Form types include the following:

e Main form - A form that can be used to display the full record

e Quick View form - A smaller form designed to display fields from a
parent entity (1:N) field referenced on the form
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¢ Quick Create form - A form used by the Quick Create button on the
navigation (the plus button) or using sub-grids from related entities

e Card form - A UCI client-only form used to configure how the
“cards” appear within dashboards in the Unified Interface

For more information and a deep dive on forms, see the “Further Reading” section at
the end of this chapter.

[ 5 Case
v
=3 Forms
e System Forms Active Forms v
» | Actua ~
» B Agreement O [ X | B | B~ |3 | 8 | MoreActions v
> _& Book =
: Main Form
4 J Case State | Form Type
=3 Forms Quick View Form
3 views Quick Create Form . Card
fll) Charts Card Form
& Fields (35€ 107 INTEractve experience Active Main
9] Keys

Figure 9-32. Creating new types of forms from within the Solution Explorer

The form design experience is the same type of experience for each type of form.
However, the design itself should be different depending on the type. The design for
Quick Create forms, for example, should contain fewer fields for users to complete given
that the purpose of the Quick Create form is to quickly create records as opposed to
providing the full main form. The Card form, as it is used in dashboards, should only
contain a small number of entities for high-level visibility as it is not meant to be used as
a “full form” experience.

The standard Case entity has all of these form types configured. They can be
reviewed in the following screenshots to compare how the form design translates to the
form experience within the web client for the user.
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[:p—' Solution: Dynamics 365 CE

Form: Case
{ 4 Case card
s &p age T o
2250 L
& Owne

Contact =~ |i:” | iiProduct

Figure 9-33. The Card form definition for the Case record type

The Card form type is aimed at displaying a high-level overview of information to a
user, as shown in Figures 9-33 and 9-34. This is used on dashboards, for example.

Normal Web Sarah Critchley

@ Enquiry made via the portal

In Progress N
Coffee Time Customer
7/8/2018 8:31 PM Created On

Figure 9-34. The Card form in the web client

The Quick Create form definition is slightly larger compared to the Card form, and is
designed for users to quickly enter information (Figure 9-35).
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Jure wan

B
Solution: Dynamics 365 CE

Form: Case

i | Other Details

Figure 9-35. Quick Create form definition

The Quick Create form can be used from the main navigation screen to quickly
create new records, as shown in Figure 9-36 in the Unified Interface.
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Quick Create: Case x

Case Details

Customar

Case Title

Subject

Case Type

Contact

Assign to Others * & 0 Sarah Critchley
£ Parent Case

Other Details

Origin
Product

Entitlement

B First Response By

Figure 9-36. Quick Create form on the Unified Interface
The Main form type is used to display the full details of a record, as shown in Figure 9-37.

[@)]  solution: Dynamics 365 CE

Form: Case
“ Summary -
| CASE DETAILS

| DESCRIPTION

Figure 9-37. A Main form of the Case entity
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Figure 9-38 displays much more information in a single screen as compared to the
Quick Create form, for example. The Main form types are designed to see the full record

and edit more details.

+

Dynamics 365 CF

I* Save&Rouwte 4 MNew £, CresteOwidCase Y ResoheCase [} ConcelCase B AddtoOQuewe A Assign B DoNotDeementEn. W Delete -

Case: Case E B “restes ~
o Dynamics 365 CE .
Mormal 2082018 B 220mm

Caso Process Based on 0. [0
Active for less than one mi_ £ Case Creation (< 1 Min) Email Foflow Up >
Timelin
; ics 365 CE .
e 3 CRM CAT Lab - Sarah Critchhey
CAS-04398-COVECT i ! B Emna
{ bject
SR e Aute-post on Dynamics 365 CE's wall - 26/08/2018 14:20 & Fhone 230122710
£] CRM CAT Lab - Sarah C i by Sarah Critchley f tact CRM CAT.
Fhone
------ : T
(-
=R

Figure 9-38. A Main form of the Case entity on the Unified Interface

The Quick View form is designed to also be smaller and display a collated view of
details of a related record (Figure 9-39).
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E__‘.ﬂ Solution: Dynamics 365 CE

Form: Case

i1 @ Customer

11 Priority

i1 status Reason

Figure 9-39. Quick View form definition of a Case record

The Case Quick View form has been added to the Work Order form in the following
example, as seen in Figure 9-40. This is so a small but important amount of information

can be seen for the related Case without having to navigate to the record from the work
order.
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@ Delete (O Refresh BI Process ™ B AddtoQueve A Assign & Emaila

v, WORK ORDER Service Accour
2] 00007
Al Apress

SERVILES

Currency (&3] Pound Sterling @

Cace Q Dynamics 365 CE X 0 No data available.

Case Information INCIDENTS

CASE DETAILS

=

B Case Title *  Dynamics 365 CE .
No data available.
B Case Number CAS-04399-G3NT7T6
BOOKINGS
B Customer o E CRM CAT Labs

00007

o o Scheduled
&8 Priority Normal

09/07/2018 08:00

B Status Reason In Progress
E] Origin Phone
B Subject Services

Figure 9-40. Quick View form of the Case record on a work order

Creating and Modifying Forms

This section will walk through how to create and modify forms in Dynamics 365 CE.
Task: Review and modify an existing form.

1. Open the “Case for Interactive Experience” Main form on the Case
entity. There are four main areas of the Form Designer to be aware
of, as follows (Figure 9-41):

¢ Ribbon Bar - This is where all of the options are located to add
components to the form wireframe; they are spread across the
Home and Insert tabs.
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o Navigation Pane - This is used to display the N (many) related
entities part of 1:N relationships and define what is visible and
available for a user to select under the Related tab.

o Field Explorer - This is where the fields are dragged and dropped
onto the form wireframe. Users can select “All Fields” or “Custom
Fields” and also filter fields that are unused or not on the form.

o Form Designer/Wireframe - This is the form and how it will
be visible within the user interface but in a designer/wireframe
model. This is composed of tabs and sections.

e [vome et

Ribbon Bar

Navigation . Field
Form Designer
Pane Explorer

Figure 9-41. Diagram of the Form Designer components

Within the Form Designer section, there are tabs and sections
(Figure 9-42).
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Tabs in the Unified Interface are displayed at the top of every

form, as shown in Figure 9-43, and split the form into easy-to-use

areas for users to move left and right to quickly access information

relevant to them at any time.
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CASE

Pric
Dynamics 365 CE Essentials
Nc
Phone to Case Process ° @
Active for 37 days Identify Research

Summary Details Case Relationships SLA Related

GENERAL INFORMATION TIMELINE

‘ Account Timeline
Figure 9-43. Tabs displayed in the UCI client

2. Select the Insert tab, which is where you can add tabs, shown in
Figure 9-44, which have either one column, two columns, or three
columns. They can be displayed differently as far as the size of the
columns and rows within each tab.

» @ web Resource

S 0 10 00 00 O18 = B g

Section || Three Three Two Two Two One ) Sub-Grid Spacer Quick View B
- Columns Columns Columns Columns Columns Column Form Timeline M

'ASE
Jyna

ot oty

4 Cae fox Interactive cxp e @I Solution: Dynamics 365 CE

e - -

Figure 9-44. Adding tabs with specific column numbers and widths to the form
design

Figure 9-45 displays how a tab, in green, would display different
columns within the tab that are equally split across the user’s

screemn.
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Column Column Column
1 p) 3
n M

Column 1

Figure 9-45. How columns are broken up in tabs

A column has sections within it. A section can be split into one,
two, three, or four more columns, which each can hold columns of
fields (Figure 9-46).
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= 00 0o 00 00 oo

Section Three Three Two Two Two
v Columns Columns Columns Columns Columns

» » | 3 » | S
_li 1 ]! Ll l i L ljl]i ' SO|Uti0

One Two Three Four [Reference
Column Columns Columns Columns) Pane

g =
L Case Relationships iR

Figure 9-46. Adding sections in the ribbon bar of the Form Designer

Form:

While this is what is represented in the Form Designer, and what
would be true for the Classic U], it is not the same for the Unified
Interface. The UCI client will only display one-column sections
and will stack all fields within a section of two, three, or four
columns if they are used and if the form is used in an app that uses
the Unified Interface.
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Section
One Column

Section
Two Column

Section
Three Column

Figure 9-47. Sections within the wireframe

The example shown in Figure 9-47 where it representations a
Column, and the sections and fields broken down within it is
shown comparatively within the Form Designer in Figure 9-48.
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____________________________________

....................................

...................................

....................................

..................................

..................................

Figure 9-48. Different sections within the column display as holding one, two,
three, or four additional columns of fields

This walkthrough will add the fields created in the previous
steps— “Billable,” “No of Child Cases,” and “Next Activity
Date”—into a new section of your choice. (Any three fields can be
used, however.)

3. Add asection at a space within the form by going to the ribbon bar
and clicking Section » One Column.

4. Locate the field in the Field Explorer on the right-hand side of
the Form Designer (Note: You can make it quicker by selecting
“Custom Fields” on the filter) and click and drag the field into the
space on the wireframe.

Repeat this process for the remaining two fields. See Figure 9-49,
which displays all of the fields in different configurations in the
sections.
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Form: Lase

Figure 9-49. Configuring fields into an existing form and new sections in the Form
Designer

5. To see the changes, click “Save” and then “Publish.”

6. Add the form to an app within the Unified Interface to see the
fields within the form.
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Billable No

B No of Child Cases

Last updated: Not Available
B Next Activity Date 7/15/2018 |
Billable No

B No of Child Cases

Last updated: Not Available

B Next Activity Date 7/15/2018 B
Billable No

&) Next Activity Date 7/15/2018 |

B No of Child Cases

Last updated: Not Available

Figure 9-50. How the fields display in the Unified Interface

In previous examples, different sections have been used for one column, two
columns, and three columns. Figure 9-50 displays all of these sections in a single-column
section with just a slight change in order based on how the fields are stacked in the
designer (left-hand column first on the two-column section). Be aware of this difference
when designing forms for the Unified Interface.

Tabs, sections, and fields all have additional “Form” properties that can be accessed
by double-clicking the field component on the Form Designer. Naming and display
options appear, including different formatting options. The available configurations
are extensive, so it is recommended to review each of these as a separate task in the
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Dynamics 365 CE system to see what is available and how it displays on the form.
Further details to assist with this can be found in the “Further Reading” section at the
end of this chapter.

Common options available in these areas include the following:

e Changing the width of a field

o Changing the form display name of fields

e Adding the name of tabs or sections

o Changing the column and field label alignment

e Making a field read-only

e Adding custom events on fields

e Adding business rules on fields

¢ Adding custom controls on fields

e Adding events on tabs (this is for developers using JavaScript)

To add a new form, navigate to “Forms” and click “New,” using the dropdown to
select which type (Figure 9-51). An almost-empty form will open, allowing you to add in
fields from the Form Designer in the same way as in the previous section.

Sometimes it is quicker to use the “Save As” function on an existing form, especially
when you need to make a form similar to one that exists already. If this is done, be aware
of any Events/Scripting that will be copied over to the new form. Always check the 'Form
Properties' and review them when using 'Save As'.
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Figure 9-51. Creating a new form

Additional Form Controls

There is a range of different controls on the form that enable you to add other data and

operations.

The options “Body,” “Header,” “Footer,” and “Navigation” allow you to go to those

areas of the designer (Figure 9-52). Only one area is active and editable at once. You

must click the respective area on the ribbon for it to be active and editable.

B save as _] )L Unde Heacer =l A
Ll ) save anc Close ¢ Reco Footer g 41
S» Change Remove Business _ Form
DPw Piose TL] Navigation Rues Properties

- Solution
4 Case for Interactive exp... |" S

Figure 9-52. Changing the “active” areas of a form

-3 g nabie Secu c'es i

33

=% o3 Show Dependencies ==
Prevew Merge
= €3 Managed Properies  Forms

Field E

You can add a sub-grid using the Insert tab and “Sub-grid” component (Figure 9-

53). Sub-grids allow you to see related child records and can display specific views and

configurations. This can help users review related records and perform actions upon
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them without having to open the individual records, potentially saving them large
amounts of time. Sub-grids can also be made into “editable” grids. (For more information
on editable grids, see the “Reporting” chapter).

%Or-.:'lE INSERT | |
= [l i 0 (00 00 [ B § & o

Section Three Three Two Two Two Of'_* Sub-Grid Spdcer Quick View

v Columns Columns Columns Columns Columns Colufhn Form
3 Tabs 2 Tabs 1 Tap
= !

Figure 9-53. Adding a sub-grid component

You can also add reference panels, which are very similar to sub-grids but are
a “stacked” feature in the Unified Interface that allows for a single sub-grid with
interchangeable icons for clicking different related record types. Reference panels take
up less space than sub-grids, which are a single space per grid. To see an example of
a reference panel, navigate to the Case record under the Summary tab, as shown in
Figure 9-54. Only one reference panel is allowed per form.

Sl i 0 oo 8 B = |

Section] Three  Three Two Two Two One  Sub-Grid Spacer Qu
~ | Columns Columns Columps.Calumos. Columos. Colimg
» » » » 1Tab
) (L) [0 |G Solution: Dynamics 365 CE
One - Two Three Four] Reference
Taalad 1 n m
Column Columns Columns Columils Panel Form: Case
Section —
Case Relationships 4 g, Reference Panel
I: SLA == .
| gg| Insert a referene panel section. N
4 Common i e _—}

Figure 9-54. Add a reference panel

To build a reference panel, open the Form Designer for an entity and navigate to the
Insert tab. Click on the “Section” option, and there is a “Reference Panel” option. Select
this to insert it into the form. Each sub-grid that gets inserted into the reference panel
will be utilized using the icon that is set within the sub-grid configuration (Figure 9-55).
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Figure 9-55. A reference form within the Case entity as standard
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Other types of components that can be added into a form are as follows
(Figure 9-56):

Bing Maps - Adds in Bing Maps component. A Bing Maps Key needs
to be added, and this is enabled in the General tab in System Settings.

Navigation Link - Available when the user is in the “Navigation”
area. Adds a web resource or external URL to the navigation items.

Social Insights - Requires social engagement integration, and this is
turned on in the Administrative Settings. Allows the user to specify
social insights functionality for particular feeds.

Knowledge Base Search - Add the Knowledge Base search for
any entity enabled for knowledge management (includes custom
entities).

ACI Control - Previously Azure Customer Insights; not usable at the

time of writing

Relationship Assistant - Add the relationship assistant control to
forms. See Chapter 1.
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Maps Link Insights Search Control  Assistant

Contro

Figure 9-56. Additional form components can be added

Quick View Forms

Quick View forms are designed to be embedded into a related entity’s form where there
is alookup to a parent record from a 1:N relationship. They allow a user to see related
fields from the record within the lookup field without having to select the record and
load the form. The fields are displayed in a read-only state. The forms are particularly
useful for quick reference and are normally designed with a small number of fields to
give the user a snapshot of information.

Task: Add a Quick View form to a record.

1. Create the Quick View form for the related record that is being
referenced (or use an existing one; for example, from the Case

entity).

2. Add alookup field to make the reference to the record on the
related entity; e.g., work order. This is the entity that will show the

form.
GE  HoMe | insERT °
. pe== E: E B = B [ Web Resource s )
5 [l i b0 [0 [0 O (@ e © Y
Section Three  Three Two Two Two One  Sub-Grid Spackr CuickV Bing MNavigation Social Timer Knowledge Base ACI  Relationship
Py Columns Columns Columns Columns Columns  Column Timeling Mags ni nsights Search Control  ASSista
4 Work Order E’ Solution: Dynamics 365 CE. Field Explorer 3
mmar Form:  Work Order
_ Settings — Filter All Fields ¥

¥ Only show unused fieids

Products &l Booking Summary

Figure 9-57. Quick View form control on the Form Designer
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3. Once this has been created, while in the related entity’s form,
select the “Quick View Form” button from the ribbon in the Form
Designer, as shown in Figure 9-57.

4. Configure the name of the component, the referring entity (Case),
and the name of the Quick View form from that entity. Click “OK”
and “Save and Close” (Figure 9-58).

Quick View Control Properties 7 x

Change the properties of the quick view control.

Default

—Name
Specify a unique name.

Name * Caseinformation
Label * Case Information

¥| Display label on the Form

—Data Source

Specify the primary data source for this Quick View Form.

Lookup Field Case ¥
Related Entity Case v
Quick View Form Case Reference Pane v
Selected quick view forms
Case : Case Reference Pane

Edit | | New ‘

Figure 9-58. Configuring a Quick View control on a form

5. Publish all customizations before navigating to the entity and
seeing the Quick View form in action, as shown in Figure 9-59.

Quick View forms are empty and are not visible until the referencing lookup field

holds a value.
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Currency [&5] Pound Sterling @

Case £ Dynamics 365 CE X je No data available.
1
Case Information INCIDENTS
CASE DETAILS @
B Case Title *  Dynamics 365 CE
No data available.
& Case Number CAS-04399-G3N7T6
BOOKINGS
& Customer * {3 CRM CAT Labs
=) Priority Normal 0
B Status Reason In Progress
& origin Phone
=) Subject Services

Figure 9-59. A Quick View form record and how it is displayed on a form

Navigation Pane and Related Items

The navigation pane on the left-hand side of the Form Designer allows you to change
what users see under the Related tab within a form. When a user clicks the Related tab,
they see the list of the entities visible in the navigation in a tab. These are the “many”
records that are referencing the “one” record in a relationship (and equally can also
include N:N) and are displayed in a list form when they are selected in this tab.

In the transition between the Classic UI and the Unified Interface, some record types
are not visible in the navigation menu. This includes Audit History and Business Process
Flow records. (In the screenshots that follow of the standard Case entity, three of the
items are not visible. See Figures 9-60 and 9-61.)
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Figure 9-60. The Navigation and Relationship panes in the Form Designer

In the Form Designer, you can double-click the navigational component—e.g.,

“Activities”—and change the name of how it is displayed in the “Related” dropdown

view. This is particularly useful to add a display name relevant to the business function.
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Relationship Properties
Modify this relationship properties

Figure 9-61. Double-click the navigational item to change the display name and
how it appears to users

The components can also be clicked and dragged to change the order, as shown in
Figure 9-62.

Figure 9-62. Drag and move the navigational components
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On the right-hand side of the Form Designer is the Relationship Explorer. This
pane allows users to create a new 1:N relationship (with the primary entity being the
main entity the user is on) or an N:N relationship. Users can also select from available
relationships that are not being used to add to the navigation pane. Relationships can
only be used once on the navigational area and cannot be duplicated.

I* Save&Route -+ New 4, CreateChildCase [} ResolveCase [} CancelCase B Addto Queue

CASE : - Priority
Dynamics 365 CE Essentials
Normal

Phone to Case Process ° =
Active for 37 days Identify Research (5 D)

Summary  Details  Case Relationships ~ SLA  Related

Related - Common

GENERAL INFORMATION

Account
e CRM CAT Lab - Sarah Critchl

CRM CAT Lab - Sarah Critchley

= "
?|  Activities

Connections

0

&k

Work Orders

615

Knowledge Base Records

Figure 9-63. The navigational list displays on the Related tab within the
UCI client

Updating the navigation is important to ensure a user navigating on the form has
access to the most relevant related records and that these are positioned near the top of
the list for easy access.

Summary

UI customizations within Dynamics 365 CE have the potential to influence how a user
interacts with the data within the system. This chapter has covered the numerous ways
the user interface can be modified using the features of the platform. It covered creating
new entities to store data, how to add new fields to those entities, and the extensive
types of data that can be stored within Dynamics 365 CE, as well as the different types of
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forms that can present that data to the user and what controls can be added to make it
easier to review and add data. Relationships and navigation between related records can
assist users in how they see information that can influence decision making and the next
action a user takes, influencing the end customer experience. In summary, this chapter
has covered ways to get started with the available UI customizations within Dynamics
365 CE to create a positive user experience for users of the platform and also the end
customers.

Chapter Tasks

At the end of every chapter, there will be a section that gives up to ten suggested tasks for
you to complete within Dynamics 365 CE. These tasks will be based around the topics
covered within the chapter and the further resources referenced at the end. They are
aimed at expanding practical knowledge and application regarding those topics that
goes beyond reading about them.

1. Create a new custom entity.

2. Create a range of new fields for the custom entity that includes all
of the different field types.

3. Create arollup field.

4. Create a calculated field.

5. Create a new form.

6. Modify an existing form.

7. Create a new N:N relationship.
8. Configure a 1:N relationship.

9. Add areference panel to a form.

10. Add a sub-grid to a form.
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Further Resources

Virtual Entities (Microsoft, 2018). URL: https://docs.microsoft.com/en-us/
dynamics365/customer-engagement/developer/virtual-entities/get-started-ve

Entities in Dynamics 365 CE (Microsoft, 2018). URL: https://docs.microsoft.com/
en-us/dynamics365/customer-engagement/customize/create-entities

Types of Field (Microsoft, 2018). URL: https://docs.microsoft.com/en-us/
dynamics365/customer-engagement/customize/types-of-fields

Rollup Field Reference (Microsoft, 2018). URL: https://docs.microsoft.com/en-
us/dynamics365/customer-engagement/customize/define-rollup-fields#rollup-
calculations

Calculated Field Reference (Microsoft, 2018). URL: https://docs.microsoft.com/
en-us/dynamics365/customer-engagement/customize/define-calculated-fields

Relationship Behavior (Microsoft, 2018). URL: https://docs.microsoft.com/
en-us/dynamics365/customer-engagement/developer/entity-relationship-
behavior#BKMK_CascadingBehavior

Types of Forms (Microsoft, 2018). URL: https://docs.microsoft.com/en-us/
dynamics365/customer-engagement/customize/main-form-presentations
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CHAPTER 10

App Modules

App modules within Dynamics 365 CE allow for the encapsulation of a collection of
assets into a single application. That application can then be made available for those
users with specific security roles at the app level. Using apps to design Dynamics 365
functionality is commonly referred to as model-driven apps or app modules. They
give organizations the ability to create focused applications without the need to hide
irrelevant items on the sitemap or create a complex security model as we have had to do
previously. Having the sitemap, forms, and dashboards reduced to only what the users
need to have access to is a focused way of designing an application rather than giving
them a large application and going through extensive training. The core application is
split into first-party apps covering sales, customer service, marketing, field service, and
project service.

Dynamics 365 CE gives scope for not just model-driven applications such as first-
party apps and custom apps, but also purpose-built applications referred to as canvas
apps. Canvas apps are built using the Canvas App designer.

Starting with App Modules

This chapter will focus on app modules within Dynamics 365 CE and not on canvas apps.
App modules are built either on the Classic UI or the Unified Interface (Figure 10-1). Apps
built on the Unified Interface can also run on the mobile native app; however, Classic UI
apps cannot.
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§88 1 Dynami

IE My spps

Figure 10-1. App selector on the navigational menu within Dynamics 365 CE
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An app module is a slice through solution components such as dashboards, views,

and charts so each app module can be specific to a role or job function. App modules

will then be made visible with a specific set of security roles. App modules can contain

the following (see Figure 10-2):
e Asitemap
e Dashboards

e Business process flows

o Entities
e Forms
e Views
e Charts

e Dashboards
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App Designer Lagt Saved on AN 13078 B33 PU Pubined
CRM CAT Lab - My Custom App & Save And Close [ Validate

u Charts 5
Show data in 3 meaningtul an

E Dashboards
Provide an insightful and qrap

Cll Dashboards

Figure 10-2. The App Designer in Dynamics 365 CE

Solutions

App modules are solution aware. This means that the app can be exported and imported
between environments; e.g., development, QA, and production using a ‘Solution’
package. Makers of apps have the option to create an app based on the default solution
or on an existing solution. It is recommended to use an existing solution, and the
associated prefix is created before an app. A solution is linked to a publisher, which has

)]

a specific prefix, such as “Dynamics365CEEssentials_" or the name of the company or
release. Prefixing allows other customizers to know which publisher has created the
solution and is used to create unique names for fields and other assets. The app can be
created from within the solution or from the “Apps” area within the sitemap and linked
to the solution by selecting the option “Use the existing solution to create this App” at
time of creation (Figure 10-3). The app is then created under this prefix, which allows a
user to create additional items under that specific app. Prefixes are discussed in more

depth in the next section.
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Create a New App Dono Cancel

Create and publish your own app in minutes. You can start simple and add more components later.

Name :* Test Agp @
r 2 1 App Tike:
Unique Name :* it_festApp |
Description: -
Test App
kcon: # Use Default Image
Client: Web ®  Unified Interface

App URL Suffic: TestApp

Unified Interface URL: hatps/fermeat.crm11.dynamics.com/Apps/TestApp o
| Use existing solution to create the App I

Choose a welcome page for the app

Figure 10-3. Creating a new app from within a solution that has a publisher

The App Designer can select which specific items to include in the app. It also gives
users the capability to create additional items such as forms that can be created within
the App Designer itself. When creating these items, if not created within a specific
solution, it is easy to accidentally create them within the default solution. This means
" and will not be linked to the
correct publisher. To avoid this, the app needs to be created within a solution and the

)]

the prefix of any additional item will be created with “new_

option selected at time of creation to ensure the prefix of a solution is linked to the app
(Figure 10-4).

App Designer Lot Seved or B/IEZ01E 10
& Save And Close 58 Valdate
@ App successfully created using the solution: Dynamics 365 CE X
-+ pol Components Properties
Search Camvas

€ Back
Configuration Missing

Select Dashboards Cre
w Classic Dashboards

Dashboards @  Dashboards | Business Process Flows ERN Business Proces.. | Al App for Outlook Dashboard

Customer Service Manager Dashboa
Shows the day-to-day work related di
Customer Service Operations Dashbs
w Entity View (1) Shows the key performance indicator:

Customer Service Performance Dash

Figure 10-4. Notification within the App Designer when successfully linked to the
solution
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Solution Layering

In the previous section, solutions were highlighted as a great starting point for
building an app and using it within the App Designer. Solutions are a great way of
compartmentalizing functionality or releases, grouping components together to
release to other environments as part of the software development lifecycle. There is a
significant importance to not editing the default solution, which is the “base” solution
within Dynamics 365 CE, and including customizations within it. This can be seen in
Figure 10-5 where the ‘system solution’ begins as the base for the user’s experience.
The default solution is a combination of all the unmanaged and managed type
solutions available within the system. As highlighted earlier, a new solution made
by an organisation is linked to a publisher, which has a specific prefix, such as

7

“Dynamics365CEEssentials_" or sometimes something meaningful, such as the name
of the company or release. Prefixing allows other customizers to know which publisher
has created the solution and is used to create unique names for fields and other assets.
Any changes made outside of this solution management method and within the
default solution are hard to track and can also make releasing to other environments
difficult (this is because the default solution would need to be exported and imported
successfully in one go, which is normally unlikely to be successful).

There are also different types of solutions: managed solutions and unmanaged
solutions (Figure 10-5). Many independent solution vendors (ISVs) use managed
solutions as they provide extra capability to prevent target environments of the solution
from modifying the components added by the solution. Solutions become managed
by exporting the solution as a managed solution and installing that solution into an
environment. It can then be patched and updated, or it can be deleted, taking all of its
components with it. Unmanaged solution behavior is different from this. It is a reference
to components within the default solution. When deleting an unmanaged solution,
it does not delete the referenced components, and they remain within the default
solution. To summarise, every Dynamics 365 CE system has a default solution, there
are managed solutions (which are uneditable) and unmanaged solutions both of which
have publishers and specific prefix’s which are linked to new entities and fields within
Dynamics 365. It is not good practice to make edits within the default solution directly
for the reasons stated above. The different types of solutions and the order in which they
are installed influences how the platform is displayed to users. The next section looks at
this layering in more depth.
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Unmanaged Customizations

Managed Solutions

System Solution

Figure 10-5. The ordering of the application behavior, which is built upon
unmanaged and managed components

Solutions also have an influence on the application behavior that the user
experiences. This can be seen in Figure 10-5 & Figure 10-6. Managed solutions are
loaded after the system solution, but before unmanaged solutions, which means a
component can be edited in a managed solution and then an unmanaged customization
and application behavior would show the last edit from the unmanaged customization.

The installation order of managed solutions also affects the application behavior.
The latest managed solution installed is the solution that is loaded last out of the
managed solutions before unmanaged customizations are loaded. More information on
this layering can be found in the “Further Resources” section at the end of the chapter.
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Entity Entity Sitemap Web Resource Effective Customisations

Unmanaged Solution A
Entity Web Resource Unmanaged Customisations

Entity Sitemap Managed Solution B

Managed Solution A

Entity Entity Sitemap Web Resource System Solution

Figure 10-6. A more detailed diagram displaying the segmented solutions and
components within the unmanaged and managed layers building up to provide
the application behavior

Creating a Solution and Publisher

This next section will provide the steps to create a new Solution.

1. To create a new Solution, navigate to ‘Solutions’ in the Classic UI
via Settings

2. Click ‘New’

3. Enter a ‘Display Name’ of your choice

4. Select the Publisher lookup and select ‘Lookup More Records’
5. Select ‘New’ on the new dialog window

6. Enter a display name

7. Enter a prefix. This prefix will be added to all new field names and
entities within Dynamics 355 CE

8. Click Save and Close
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9. Select ‘Add’ to add the new Publisher to the Solution
10. Add a Version Number as required

11. Select ‘Save’ to save the solution. Once saved, you can begin
adding existing and new components under the ‘Components’
heading within this Solution (Often referred to as the ‘Solution
Explorer’).

Creating a New App

This section covers how to create a new app.
Task: Create an app.

1. Navigate to the Classic Interface and go to “Settings” and “My
Apps” under the Application group. This will open all of the
published and unpublished (in progress) apps (Figure 10-7).

Figure 10-7. Navigate to “My Apps” within the Classic Interface

2. To create a new application, click on “Create New App” at the
top right of the screen or within the “Unpublished Apps” area
(Figure 10-8). A new window opens the App Configuration screen
for new applications, where the application needs configuration
details to be entered for the initial setup.

3. Follow the following points and enter related information for the
app being created.
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Figure 10-8. Create a new application within the “Unpublished Apps” area or at
the top of the screen in the app selector

When creating an application, the following information is
needed (Figure 10-9):

Name - Manually enter the name of your app.

Unique Name - Automatically populates using the new_ prefix
or the prefix of the publisher used in the solution selected in the
“existing solution” step that follows

Description - A short description of the application
Icon - Use the default icon or an existing web resource image.

Client - Classic Interface (web) or Unified Interface (available on
mobile too)

App URL Suffix - prepopulated based on the name. Used for the
app URL

Use an existing solution - Use this for changing the prefix and
telling new items made within the app designer to use that prefix.
Select it for this walkthrough.

Choose a welcome page - Option to add in HTML web page as
the welcome page when a new user opens the app
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CreateaNew App o

Figure 10-9. Configuration details being entered for a new app

Click the Next button once the initial app details have been
completed, as shown in Figure 10-10.

Create a New App Cancel

Figure 10-10. Configuration details completed for the initial app information

4. Asthe “Use Existing Solution” option was selected, the next
page will be a solution-selection prompt. If you have a sitemap
component in the selected solution, you can choose to select this
for the initial sitemap of the app and don’t need to set it up within
the App Designer, as it would be already made.
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5. Once the solution has been selected, as shown in Figure 10-11,

click “Done”.
SO A O e e e | B | e

Figure 10-11. Select the solution used to create the app

This will create the app and load the App Designer, as shown in Figure 10-12, giving a
success message that the solution has been used.

AN 018 P

L e o THE18 1208 P
& Swrednd Oose [0 vabcre 0 Puion

e Dusigrms
[Dynamics 365 CE

(2 en succestuly ested sing e schtion: Dyraracs 365 CE

Figure 10-12. A new app created within Dynamics 365 with no components yet
configured
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Sitemap Designer

In a newly created app, the sitemap will display a warning that the “Configuration is
Missing,” as shown in Figure 10-13. This warning means that the app cannot be published
since a sitemap does not yet exist, and one is required in order for a user to use the
application; it must now be configured. Adding the sitemap should be the first task

you complete in a newly built app because it saves time. By configuring the sitemap to
include the components, such as entities, it automatically adds them to the application.

Aep Desigrer 158 S e 2028 128 P
Dynamics 365 CE B Seve dnd Cese [ Vil DIPubiion

Figure 10-13. “Configuration Missing” warning in the App Designer for the
sitemap

1. Click the diagonal arrow on the Sitemap component within
the App Designer, shown in Figure 10-14, to open the Sitemap
Designer. This will allow users to configure the initial records to
include in the navigational area of the app.

Add

/\  Configuration Missing

Figure 10-14. Open the sitemap
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Clicking the diagonal arrow will open the Sitemap Designer so
you can start adding components that users will be able to use

to navigate the solution. The Sitemap Designer is displayed in

the format of the Classic Interface, but for those apps that are
configured using the Unified Client it will be displayed differently,
using a horizontal format. See the diagram later in this chapter for
a comparison of the Classic Interface sitemap versus the Unified
Interface sitemap in Figures 10-22 to 10-28.

The sitemap allows the user to configure the following (Figure 10-15):

e Areas - These are the top-level “folders” that reveal the groups
and sub-areas.

e Groups - These are collections of sub-areas that live under an
area. There can be many groups in an area.

e Sub-area - A clickable item such an entity type or dashboard

Comporents —

Figure 10-15. Sitemap Designer with a single area, group, and sub-area

When the sitemap first opens, it contains a single area, group,

and sub-area. The Sitemap Designer is a drag-and-drop

interface similar to the Process Designer. You can select the
Components tab on the right-hand side, hold down a left-mouse
click on a component, and drag it onto the next available space for
that component type (Figure 10-16).
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Components Properties

Area

Drag a new area

Group
Drag a new group

Subarea
Drag a new subarea

Figure 10-16. Selecting a component in the Component tab on the right-hand side
panel within the Sitemap Designer
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The minimum amount of information required when configuring
an area or a group is the title on the right-hand side under
“Properties” (Figure 10-17). When you configure a sub-area

you need to specify if that sub-area is a dashboard, entity, web
resource, or URL. Here is a brief description of these types:

« Entities - All available entities are available for selection.

¢ Dashboard - Select a dashboard as well as which dashboard the
item would take the user to by default when they select it

e Web Resource (e.g., an HTML page) - You must select the web
resource. Parameters can be passed to it; e.g. scripts.

e URL - AURL to another site or internal site to Dynamics 365 CE
(e.g., another app, should the user have permissions). Parameters
can also be passed here.
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Components Properties

AREA
< General

Title (1033)

’Customersl B

lcon

lUse Default Image \

D~

D365_Area

Figure 10-17. Configuring a component’s properties within the “Properties” pane
on the right-hand side of the designer

You can also use the toolbar at the top of the Sitemap Designer
to edit and add components to the sitemap rather than using
the drag-and-drop tool, as shown in Figure 10-18. In particular,
the Clone and Copy/Paste tools are useful when editing larger
sitemaps.

omers

Customers

Details Management Service

Accounts E Dashboards Cases
Contacts

Figure 10-18. Toolbar within the Sitemap Designer
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The Clone and Copy/Paste functions offer very similar
functionality; however, Clone will copy and paste a group or sub-
area in one click to the right or bottom of the selected item. Copy/
Paste allows a user more control over where the pasted item will
g0, as seen in Figure 10-19.

E Paste Right | E E

Paste Left

Dynanm

Details TS COPTE Details-Copy3 Management Service

- - 0
Accounts % Accounts Accounts . Dashboards f".. Cases
Contacts Contacts Contacts

Figure 10-19. Using Copy and Paste functions within the toolbar of the Sitemap
Designer

2. Configure three areas.
3. Configure a group per area.
4. Add two entities per group.

5. Once completed, click “Save” and then click “Publish” (Figure 10-20).
Note: Even if the designer displays “published,” this still needs to
be done when edits have been made.

498



CHAPTER 10  APP MODULES

Published
Save | &” Save And Close

Components Properties

AREA

v General

Figure 10-20. Save and publish the sitemap in the top-right corner of the
screen

Once the sitemap has been published and then closed, the App Designer remains
open. The components that were selected in the Sitemap Designer but were not already
within the app are now included within the Entity view, shown in Figure 10-21.

App Designer
Dynamics 365 CE *

Bod Search Canvas

il Site Map

W Entity View (5)

(<l Cashboards Al

[cl Dashboards Al

[cl Dashboards Al

Figure 10-21. Additional components added within the App Designer from the
configuration of the sitemap
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Classic Sitemap Versus Unified Interface Sitemap

The sitemaps in the Classic Ul and the Unified Interface look different. This section details
how the Sitemap Designer and Unified Client display the area, group, and sub-area
components to the user. This will be a particularly useful reference when designing apps.

Areas
Areas are displayed horizontally within the Sitemap Designer (Figure 10-22).

+ X D D ®

Add Cut Copy Clone Delete

_ [o]__[olhaeits
Sales Case Management

Customers

Figure 10-22. Areas within the Sitemap Designer

They are displayed vertically under the “..” button within the vertical sitemap in the
Unified Interface (Figure 10-23).

6
(=]

L5

2
<

2

Main Phone

««««««

CRM CAT Lab - Sarah Critchley 290132710

Figure 10-23. Areas displayed in the Unified Interface
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Groups

Groups are displayed in columns within the specific area within the Sitemap Designer
(Figure 10-24).

Dyna

E E

Customers

| Details Management Service l\
% Accounts . Dashboards |f\ Cases Groups

&
Centacts

Figure 10-24. Groups displayed in the Sitemap Designer

Groups are displayed in bolded headings within each selected area in the Unified
Interface, as seen in Figure 10-25.

Dynamics 365 v | Dynamics 365 CE | customers > Ac

O £ customers - X [ Delete |V O Refresh @ E

Details

(N Accounts

;« Contacts

Management

¥  Dashboards

Figure 10-25. Groups displayed in the Unified Interface
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Sub-areas

Sub-areas are specific items within each group that lead, normally, to an entity and are
displayed within the Group column in the Sitemap Designer (Figure 10-26).

Dyna

Customer:

Details Management Service

% F— \. Dashboards Cases
"o Sub Areas

Figure 10-26. Sub-areas defined in the Sitemap Designer

Sub-areas are displayed under the group within the Unified Interface sitemap, as
shown in Figure 10-27.

Dynamics 365 v | Dynamics 365 CE | customers > Ac

O £ customers - X [ Delete |V O Refresh & E

Details

N Accounts

;« Contacts

Management

*=  Dashboards

Figure 10-27. Sub-areas displayed in the sitemap in the Unified Interface
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Sub-areas can also be found as their icon, as defined in the entity definition, within
the vertical navigation in the Unified Interface, shown in Figure 10-28.

ShowChart + New @ Delete |V O Refresh @ Emailalink |v @

@Y My Active Accounts

Main Phone

Sub Areas

AT Lab - Sarah Critchley 290132710

CRM CAT Labs 072371203121

Figure 10-28. Sub-areas are also displayed vertically within the Unified
Interface

Configuring an App

Once the sitemap is created, other tasks include adding additional components such
as entities, dashboards, and business process flows. There are two main ways to do this
within the App Designer, shown in Figure 10-29 as “Area One” and “Area Two.” Area
One is the app-design area, where you can use controls such as the toolbar options and
components to drive the component configuration. Area Two is the app-defintion area,
where you can select items from Area One, such as entitles, dashboards or business
process flows, and then select specific components to add or moditfy, such as the forms
and views of what a user of the app would be able to use (Figure 10-30).

The toolbox available in Area One is the only area in which the entity definition can
be edited, achieved by selecting the entity name on the App Designer board. Area Two is
the only area where a new item can be created directly from the component area.
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app Dasgrer R

Dymamies 365 CE P Sore A Choe. 8 Ve 0 Puten

Searcn

Figure 10-29. App Designer breakdown

The “Edit” and “Remove” options within the toolbox in Area One are available only
when selecting an entity name itself so you can edit the definition of the entity. (Note:
Any changes made change it for all apps where this is available, not just the app being
edited.)

App Designer
Dynamics 365 CE

+ | 7 0]

Add Edit Remove

uration Missing

Entities

Dashboards

Business Process Flow
ENTITY ASSETS

Forms

Views

Charts

Dashboards

Figure 10-30. Adding items to an app
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Users can select components in Area One, such as dashboards, business process
flows, forms, views, charts, and dashboards, to then edit the components in the right-
hand side of Area Two. This is shown in Figure 10-31.

ESN Business Proces... | Al

Figure 10-31. Modifying components within an app

Selecting a component, seen in Figure 10-32, opens a checklist, where you can select
what will be included within the app (Figure 10-33). From here, an additional item of
that type (e.g., a view) can be created by selecting “Create New” and will be made within
the solution that was selected at the time of app creation (including the prefix of the
publisher within that solution). For example, a user can select “Forms” on the Account
entity within the app and click “Create New” on the right-hand side panel. This will
create a new type of form under the Account entity within the solution linked to the app.

Figure 10-32. Selecting a component

The right-hand side pane in the App Designer, Area Two, allows a user to add new
artefacts and assets. Selecting the arrows under these areas allows you to add and edit
items of this type within the app.
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Components Properties

€ Back

Select Dashboards Create New
Search pe

w Classic Dashboards

App for Outlook Dashboard

Customer Service Manager Dashboard
Shows the day-to-day work related data in sales. It consolida...

mer Service Operations Dashboard

tors for customer service ...

Customer Service Performance Dashboard

Shows the key performance indicators for the customer servi...
Customer Service Performance Dashboard (original version)
Shows the key performance indicators for the customer servi...
Customer Service Representative Dashboard

Shows the key performance indicators for a customer service...
Customer Service Representative Social Dashboard

Shows the key performance indicators for a customer service...
Customer Service Representative Social Dashboard (origin...
Shows the key performance indicators for a customer service...

Field Service Administrator Dashboard

Marketing Dashboard

Shows the day-to-day work related data in marketing. It con...
Marketing Social Dashboard

Shows the day-to-day work related data in marketing. It con...
Microsoft Dynamics 365 Overview

Shows an overview of your data in Microsoft Dynamics 365.

Microsoft Dynamics 365 Social Overview

Figure 10-33. Selecting items to be included within the app

Task: Add various components to your app.

Using the information in the previous section, add more components to your app

using the App Designer.
1. Add a business process flow to your app.
2. Add an extra entity to your app.
3. Add two forms to your entity.
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Once the edits have been completed, it is recommended to review
the sitemap once more to ensure the user experience is correct
and contains all the record types and required components.
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4. On the App Designer screen, select “Save” (Figure 10-34). The
screen will go grey for a moment while the app saves.

- Last Saved on :6/23/2015 11:54 PM Published
Save @]Save And Close

jo.
Search Canvas
Components Properties Search X
< Back
Select Entities Create New
Search £

:* N Business Proces... | All

PEEI

Figure 10-34. Saving your app

If the App Designer is closed at this point, the app will be available
to edit under the “Unpublished” section of “My Apps” within the

Classic UI.
Last Saved on :6/24/201
& Save And Close & Validate] *[) Publishl
0
Search Canvas
Components Properties Search X
€ Back
Select Entities Create New
Search L0

Figure 10-35. Ensure the app is published for use by users of the system
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5. Once saved, the app can be published for use by other users. This
can be done by clicking “Publish” (Figure 10-35). The app will now
be available for use under the “Published Apps” section or the

main sitemap in the Custom Client (Figure 10-36).

Dynamics 365 ~ | Dynamics 365 CE | customers >

Accounts

@ Delete |~ O Refresh 02 Emailalink |V @ ExporttoExcel [V @@ Impo

= My apps
Home

Dynamics 365 — custom

Dynamics 365 CE

App for Outlook

Sales Hub

Sales

& Customer Service

~ Customer Service Hub
Project Resource Hub
Project Service Automation
Field Service

Field Resource Hub

Figure 10-36. Once published, the app is available in the app selector on the main
sitemap

App Security

When an app is in either an unpublished or published state, the security can be
configured for the app from the App Designer screen.
Task: Configure security roles for an app.

1. Navigate to the Classic Interface and the “My Apps” area via
Settings.

2. Locate the app created in the previous section to configure and
select “Manage Roles,” which can be found on the action menu
(“.) as shown in Figure 10-37.
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Dynamics 365 CE

Dynamics 365 CE [T OPEN IN APP DESIGNER Id Servic

Q’% MANAGE ROLES )age all asp

UNIFIED INTERFACE (We)
Figure 10-37. Click “Managed Roles” to modify the security roles that have access
to the app

The Security Role list opens on the right-hand side of the screen
and is where security roles can be granted access to the app
(Figure 10-38). If a user has at least one of the security roles
selected, the app will be made available to the user. If the user
does not have “Read” access to any of the entities within the app,
they will not see those entities—the same security privileges and
access apply. For more information on security and functionality
within this area, see Chapter 5, “Security.”

3. Select a security role for the user to allow access to the app and
click “Save.”

509



CHAPTER 10

APP MODULES

Manage Roles - Dynamics 365 Cl
Choose an app URL that is easy to remember
and then sel hich roles can access it.
App URL Suffix

‘ Roles

Customer Service Hub

Service Representa...  crmcat

Project Resource Hub

Project Resource Hub Module

Save Cancel

Figure 10-38. Select from the list of security roles on the right-hand side pane and
save the changes

Apps on Mobile

In version 9.0 of Dynamics 365 CE, the only apps available on mobile are those built on

the Unified Interface client. This is inclusive of the mobile app downloaded from the

device store—for example, the Play store—and of when the application is accessed on

the browser via the mobile device.
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Editing an Existing App

To edit an existing app, navigate to “My Apps” from the Classic Client under the
“Settings” area or navigate to the App Selector in the Unified Client and select the
action “..” button in the app to open a sub-menu with the option “Open in App
Designer” (Figure 10-39). Select this option to open the App Designer for the selected
app. The app can be edited in the same way as it was created, where it was created and
modified. Remember to publish any changes. At the time of writing, there is no way to

clone or version an app.

Figure 10-39. Select an app and click “Open in App Designer” to modify

Summary

App modules within Dynamics 365 CE are an exciting feature that allow for functionality
to be encapsulated into purpose-built applications that can be enabled based on the
organization’s security model. First-party apps, such as those for sales and customer
service, are presented in the same way as custom-built app modules, giving users

a consistent experience across Dynamics 365 CE. This chapter has covered the
essentials of how to get started with app modules, how to add in components, and the
comparability of the sitemaps between the Classic UI and the Unified Interface, making
it a useful reference when creating app modules.
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Chapter Tasks

At the end of every chapter, there will be a section that gives up to ten suggested tasks for
you to complete within Dynamics 365 CE. These tasks will be based around the topics
covered within the chapter and the further resources referenced at the end. They are
aimed at expanding practical knowledge and application regarding those topics that go
beyond reading about them.

1. Create a new unmanaged solution (and publisher).

2. Create a new app, linking the solution.

3. Modify and create a sitemap, using all the components.
4. Add more components into the app.

5. Publish the app.

6. Modify the security within the app.

7. Testthe app.

Further Resources

Solutions in Dynamics 365 CE (Microsoft, 2018). URL: https://docs.microsoft.
com/en-us/dynamics365/customer-engagement/developer/package-distribute-
extensions-use-solutions

App Designer (Microsoft, 2018). URL: https://docs.microsoft.com/en-us/
dynamics365/customer-engagement/customize/design-custom-business-apps-
using-app-designer

Model Driven Apps (Microsoft, 2018). URL: https://docs.microsoft.com/en-us/
dynamics365/customer-engagement/customize/create-edit-app
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CHAPTER 11

Microsoft Flow

Microsoft Flow is a workflow tool that allows for the event-to-action-style automation of
processes inside and outside of the Microsoft 365 suite of technologies. It offers external
connectors and the capability for custom external connectors to be built to and from
other technologies (Figure 11-1). This chapter will review the basics of Microsoft Flow
and how to get started.

Multistep flows ~ Approve requests  Adding conditions  Using on-premises data  Working securely

\ 365, subscribers in Mailchime . i
Learn more » . Create

Figure 11-1. Microsoft Flow

Microsoft Flow can automate small tasks owned by the user as well as larger
organizational tasks that are based around software implementations involving
platforms such as Dynamics 365 CE (Figure 11-2). There is a large amount of flexibility
within Microsoft Flow due to its capability to allow users to automate tasks, such as
when an email is flagged to create a to-do item or even to send a notification to the user’s
phone when an email is received from their manager. Equally, utilizing it to perform
more complex tasks, such as send HTTP requests and manage the response messages
or connect to third-party providers such as MailChimp or Twitter, allows for a wider
application of services, including using it in the context of Dynamics 365 CE.
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Figure 11-2. Microsoft Flow has a vast number of connectors available

Microsoft Flow is built on top of Azure Logic Apps. Readers who are aware of Logic
Apps can bring their existing knowledge and easily get up to speed on using Flow with a
minimal learning curve. The core differences between the two are the licensing models,
the run limits, and the availability of connectors in different plans for Microsoft Flow.

A flow begins with a trigger, very similar to the workflow processes reviewed in
Chapter 8. The trigger can be a manual trigger, where a user selects a button within the
application or on their mobile. Alternatively, a trigger can also be an event within an
application, such as an email is received or a record is created. The trigger kicks off an
action. An action would normally either connect to another service to get information,
post information, or otherwise do something. Before, after, or during the action,
conditional modifiers can be added for each loop for managing multiple records and
other logic to create more complex automation within the application. There are also
actions that convert information to different formats. An example of this is “Parse JSON,”
which converts JSON-formatted data, often used over HTTP requests, into fields that
can be used in Flow. Various mathematical functions can also be performed on the data
outside of the action context and within the context of the content blocks being used
within the flow logic (Figure 11-3).
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Operators

Condition

Trigger or Event

For Each

Action Switch

Apply to Each

Action Scope

Do Until

Parallel Branch

Figure 11-3. Overview of a flow and what can be achieved within

You can create a blank flow and start building business logic from scratch.
Alternatively, you can use a pre-defined template, where the trigger, action, and
sometimes a follow-up action have already been defined and only minor pieces of setup
information require configuration.

Microsoft Flow also includes Flow approvals. Approvals allow for a self-contained
“approval board” that displays pending approval items that have been assigned to that
Office 365 user (normally a user or team). Within a flow, an approval item can be created
and assigned to a user. The user can get a notification on their email, approval board, or
phone (provided they have the Microsoft Flow mobile app) and approve the item with
a small number of clicks. Business logic and rules can be added around the approval
creation once it has been approved to further automate the process. For example,
approval can trigger actions within Dynamics 365 CE, Outlook, or other systems
that can then lead to further processes. Flow approvals simplify the mechanism of
functionality for approving something within any scenario or industry and allow simple
to more complex approval workflows to be built and easily modified should business
requirements change over time.

The goal of Flow is to automate tasks that take time up for users and organizations in
order to connect applications that would otherwise take development effort and possibly
substantial amounts of time.
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Microsoft Flow and Dynamics 365 CE

Microsoft Flow works together with Dynamics 365 CE to connect it to other applications,
both those part of the Microsoft suite and those not. It improves the connectivity
between the applications beyond that of the standard workflow processes within
Dynamics 365 CE covered in Chapter 8. Dynamics 365 CE has introduced functionality
to run flows from the application’s Ul itself. This feature is available only in specific
countries at the time of writing; for more information, see the “Further Resources”
section at the end of this chapter. It is expected to be expanded to include all
geographical areas in time. Being able to run flows from within the Dynamics 365 CE
experience allows users to quickly automate processes and expand the functionality
using data from other applications or services that can assist them in their day-to-

day tasks. This can include simple but powerful flows that automate their document
management capabilities, get approvals for permission and sign off, or even trigger the
retrieval of data and iterate upon collections of information. The ability to utilize flows
within Dynamics 365 CE is enabled using the security privileges for the user’s role and
also by turning this feature on or off within System Settings.

At the time of writing, Microsoft Flow (and Canvas Apps) cannot be added to an
app or a solution to export it as a single package of customizations or import it into
other environments. This can hinder processes for moving customizations between
development, QA, and production environments. There is currently, at the time
of writing, functionality to export the .zip file of the flow and transition it from one
environment to the other, albeit disconnected from the other customizations done
within Dynamics 365 CE or the Common Data Service for Apps. The update scheduled
for release in October 2018 will see this change and the capability for solution
management for Microsoft Flow and PowerApps will be enabled, allowing them to
be added into solutions together with other Dynamics 365 CE components, which
would greatly increase the functionality and capability for organizations to deploy

customizations containing flows or canvas apps.
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Use Cases for Flow Within Dynamics 365 CE

It has been highlighted in this chapter that Microsoft Flow can be used for individual
productivity, such as flagging emails as high priority from external triggers. It can

also be used for organizational productivity and automation to enhance Dynamics

365 implementations. Dynamics 365 implementations often don’t include just the
customer engagement platform, but also other Microsoft products, such as SharePoint,
OneNote, OneDrive, PowerBI, and Azure. For example, Flow can be used to enhance
document management within SharePoint and OneDrive, such as creating an approval
item when a new SharePoint item is created. A similar use case could be that, within
Dynamics 365 CE, when a new record (of any type) requires approval, it triggers

an action. Flow does not exclusively work for Microsoft-based applications. It has
available external connectors to other products, such as DropBox, Gmail, Twitter,
Google Sheets, and more. Use of the external connectors can expand the reach and
capability of the Dynamics 365 CE application to provide more value and more data
within the system from other sources across the internet and organization. This results
in increased productivity by saving time usually spent performing actions manually
and reducing the errors of those manual actions. It can also provide more useful
information and empower users in their roles to quickly identify trends and provide

an improved level of service to customers by having more information from multiple
areas together in a single place.

Microsoft Flow also expands the capability through enhancing what is possible
using workflow automation. Examples in this area are actions such as HTTP requests.
These types of requests allow Flow to connect to external services or serverless
components such as Azure Functions that would otherwise need to be developed
using code. There are also functions and parsing functionality that can be achieved
using Flow as well as generation of audio using Microsoft Translator and other third
parties, such as Marketo, Basecamp, and WordPress. These features further enhance
the capability to enable loosely coupled integrations. For enterprise integrations, it
is the recommendation to use Logic Apps as an integrator or developer for advanced
integration scenarios; further resources on this comparison can be found within
“Further Resources” at the end of this chapter.
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Beyond integrations, another great example of a flow within the realm of document
management is one that copies files from one folder to another within SharePoint.
Microsoft Flow can be used to automate actions within the same application. This
generates the question of whether organizations should use Microsoft Flow or the
workflow process functionality as part of the native Dynamics 365 platform, covered
in Chapter 8. Workflows within Dynamics 365 have some advantages, and they have
been part of the functionality of the system for a very long time. This means knowledge
is already available, and an awareness of the capabilities of workflows is widespread.
That said, despite Flow being newer within the suite of technologies, it does have some
distinct advantages over workflows within Dynamics. Workflows are unable to, without
custom solutions, retrieve and iterate on a collection of records. Microsoft Flow can do
this and can also retrieve records where the GUID or the unique identifier is passed in. In
addition to that, Flow has the ability to make HTTP requests within the functionality and
other connectivity to applications outside of the Dynamics 365 CE platform of model-
driven applications, compared to the workflow processes, which do not.

In summary, there are many different use cases that can be met using Microsoft
Flow, such as using it to enhance document management solutions, to connect to HTTP
endpoints, and to approve items within Dynamics 365 CE. It should be considered
when creating Dynamics 365 CE solutions and reviewed as to whether it can add value
compared to another functionality.

Getting Started with Microsoft Flow: Environments

Flow customizations do not appear to be within the Dynamics 365 CE environment we
are used to working with. The environment framework that Flow utilizes is the Common
Data Service for Apps (Figure 11-4). This layer of the Dynamics 365 platform is a
reference to the data model behind Dynamics 365 CE’s model-driven apps.

For every Dynamics 365 CE environment that is created (not a tenant; this is per
environment), a reciprocating Common Data Service for Apps layer is created. The
Dynamics 365 CE environment references the Common Data Service for Apps and
the model it is based upon. The Common Data Service for Apps environment can
be separate from a Dynamics 365 environment, as a Common Data Service for Apps
environment can exist without having a referencing Dynamics 365 CE subscription and
can use other services, such as Canvas Apps. It would still exist as a data model within
its database, the database that would be the same database used by Dynamics 365 CE if
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they were to both be subscribed to. Creating a database model within the Common Data
Service for Apps, at the time of writing, creates a core instance of Dynamics 365 with no
other apps in it and is only the extensible custom layer.

Microsoft Flow does not require a Common Data Service for Apps database. Canvas-
driven apps are not solely reliant on the data model within it and can connect to third-
party services or databases instead. Model-driven apps, however, are dependent on the
database and require this to be created.

CRMCAT (default) ——
Do &

CRMCAT United Kingdom
CRMCAT
Labs Ltd 4
B oocoo O
CRMCAT USA
Do@a &

—

Figure 11-4. Overview of Dynamics 365 CE and Common Data Service for Apps
environments

Within the environment, depending on the version of the platform, users can
switch, in the bottom left corner, between light and dark mode, which changes
between canvas apps and model-driven apps or they can proceed to creating a new
app and select from the dropdown menu. (Figure 11-5).
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Figure 11-5. Dynamics 365 CE canvas app builder

Model-driven apps, as seen in Figure 11-6, allow a user to be redirected to the App
Designer, which was covered in Chapter 10.

v Start building model-driven apps

Excu madel-driven apps are generated from your data based on the relationships.
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Figure 11-6. Dynamics 365 CE Light model-driven app builder
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Canvas apps are apps that are not reliant on the Dynamics 365 CE interface and
instead are a way to rapidly create desktop, tablet, and mobile applications with the
potential to combine the model from the Common Data Service for Apps together with
Flow to create functional, purpose-built applications that extend the capability of the
Microsoft Dynamics platform.

CRMCAT (default)

I CRMCAT (default) I

CRMCATSAND

CRMCATv2

ey

obile. Learn abou

Figure 11-7. Switching environments

There can be more than one environment (Figure 11-7). For Dynamics 365 CE users,
anew environment is created for every instance that is available. Users can create more
trial and production environments, which create additional environments themselves. The
environments that are decoupled from Dynamics 365 CE are the environments that contain
only the Microsoft Flow and Canvas Apps experience and are not available for the model-
driven app experience unless additionally licensed.

There is also the concept of a default environment. A default environment is
normally the main production environment of Common Data Service for Apps created
when a subscription is created. At the time of writing, this does not appear to have the
switcher for the Canvas or Model-Driven App selector, despite still having a database
and the ability to customize the data model and create both canvas-driven apps (via
“Apps”) and model-driven apps (via the Dynamics 365 CE interface). Flows can also be
created within this environment.

Flows can be created from the model-driven or canvas-driven experience within
the Common Data Service for Apps environment for those flows within the context of
a canvas app. They can be found on the left-hand side of the screen, under the heading
“Business Logic.” Expand this tab to find “Flows” within the tab. The full flow
experience is found on flow.microsoft.com for flows disconnected from the
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canvas- and model-driven experiences and can be created by simply using connectors of
any kind. The area also includes the capability to export the flow to use within different
environments.

An important point on environments is that model-driven, canvas-driven, and flows
are all self-contained within a specific environment or “instance.” They must be exported
out of that application via the Common Data Service for Apps (for flow and canvas-
driven) or via the Solution Explorer (for model-driven apps) and imported into another
environment via the solution or the specific .zip file. This will be changing in a release
due in October 2018 that allows flows and canvas apps to be added into a separate
Solution tab, which can be seen in Figure 11-8.

CRMCATSAND

23
i

Build business apps, fast

m .
Create apps that connect to your data and work across web and mobile. Learn aboul PowerApps
]
Make apps like these Al Offce
= i
I T W
= " 1 )
3 —
o _[Flows
a8 s

Start from blank Start from data Service Desk

Figure 11-8. Flows within the Common Data Service for Apps

Getting Started with Flow: How to
Create a Flow (Basic)

This section will walk through how to create a basic flow using Microsoft Flow and
Dynamics 365 CE. Ensure there is at least a trial subscription of Dynamics 365 CE and
Microsoft Flow active on the environment.

Before we get started, an important note on change tracking in Dynamics 365 CE:
Microsoft Flow requires the option “Change Tracking” to be turned on for entities within
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Dynamics 365 when it is triggering on updates to records or when a record is deleted

(Figure 11-9). Change tracking allows for an easy way to know when data has changed.

Standard entities are configured for change tracking; however, custom entities need

to be enabled. More information can be found on this functionality in the “Further

Resources” section at the end of this chapter. Also, to avoid any confusion, this chapter

uses the 'Dynamics 365' Connector when there is also the 'Common Data Service'

(CDS) connector available in Flow. The CDS connector is still in development at time of

writing and may not be able to provide full feature parity with Dynamics 365. That said, it

does give the extra functionality of being able to set the 'scope’ of a Flow in the same way

as existing Workflows.
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Figure 11-9. Change tracking in Dynamics 365 CE

Task: Create a basic flow.

1. Navigate to flow.microsoft.comor go to portal.office.comand

click the Microsoft Flow app.

2. Check the top right of the screen to ensure you are in the correct

environment and select “My Flows” on the navigation bar

(Figure 11-10).
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Figure 11-10. Select “My Flows” from the flow.microsoft.com homepage

If this is the very first time using flow in the subscription, it is
likely there will be some short tutorials and information about
using Microsoft Flow. If it is not the first time navigating to this
page, there will be a list of all the flows contained within this
environment.

3. There will be two buttons near the top of the screen. One button
will be captioned “Create from Blank” and the other “Create from
Template,” as shown in Figure 11-11.
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Figure 11-11. Select “Create from Template”

4. In this walkthrough we will cover how to create a basic flow using
an existing template, so click on the “Create from Template”
option.

5. Alist of available templates categorized into the type of service
they provide will load on the next page. Type “Dynamics 365” in
the search box and click the template from the results called “Add
notes to a Dynamics 365 contact” (Figure 11-12).
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Figure 11-12. Select “Add notes to a Dynamics CRM contact”

6. Select “Continue.” The blank Flow template will be visible; it
contains a manual trigger with data entry as well as the action
of a note being created in Dynamics 365 to a contact found with
the same details originally entered (Figure 11-13). This type of
flow is useful on mobile using the Microsoft Flow app and can be
triggered straight from there.

This walkthrough will go through this template step-by-step as
each block is completed.
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Figure 11-13. The blank Flow template generated and ready for configuration

When using a template, the blocks from the template are created
automatically, saving the user from doing this manually. This is

a major advantage of using templates as the flow’s business logic
is already created and reduces the workload, leaving only the
configuration of environments within the block and data to be
completed. You can use templates as is, or they can be used to
reduce the work of creating complex flows—you can modify the
blocks and add more to suit your needs. The business logic for the
Flow template “Add notes to a Dynamics 365 contact” is visible in
Figure 11-14 in the same order as the blocks are created in Flow
from the template.

If found, check
In Dynamics Check for the for the Last Update Contact

365 First Name Name from with Note

Confirm
Creation of

Note
results

Not Found? Not Found?
End Flow End Flow

Figure 11-14. Business logic from the Flow template
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7. Check the fields that the manual-entry block is asking the user to
complete. Click “Edit” on the first block to open this definition.
The expanded block reveals the user will be asked to complete
“First Name,” “Last Name,” “Note Title,” and “Note Body” fields
when this flow is triggered. This is shown in Figures 11-15
and 11-16.

Manually trigger a flow

he default values for the paramefers. Edit

. List records

* Organization Name Name of Dynamics 365 organization like Contoso ~

the default values for the parameters. Edit

Figure 11-15. Click “Edit” in the “Manually trigger a flow” block

While you will not be changing any of the details here, it is always
good to review the whole template to ensure it is understood and
you know what it is doing at each step.
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Manually trigger a flow
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Figure 11-16. The fields a user will be asked to complete within the “Manually

trigger a flow” block

8. Move onto the next block, “List Records.” This block requires the

organization’s name within Dynamics 365.

9. Select the instance from the list the flow should connect to (Note:

The organization list visible within your flow will be different than

that which appears in Figure 11-17).

. List records

N

* Organization Name Name of Dynamics 365 organization like Contoso

CDSnew

Using the default values
CRMCAT-PROD
CRMCAT-SAND

Enter custom value

Figure 11-17. Select the name of the Dynamics 365 instance to connect to
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There is one more step to perform the same task near the bottom
of the flow within the last “If yes” section. Set the instance
dropdown selection to the same value in the list as you did for the
block in the last step (Figure 11-18).

€I

Figure 11-18. Configure the “Create a new record” block to the same
organization

Reviewing the blocks within the flow from the “Condition 2”
block, the “First name” field is evaluated to see if this is within the
contact list in the Dynamics 365 environment. If true, the “Last
name” field is evaluated on those records found. For all records
found, a note is added in Dynamics 365 and the title and body
information from the manual data-entry step at the beginning are
used to create this record. The final block is for if the user is using
the Microsoft Flow mobile app, in which case it sends a push
notification to the phone to notify the user when the note has
been successfully added (Figure 11-19).
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Figure 11-19. Sending a push notification using the mobile app

10. Save the flow using the Save button in the top-right corner or near
the bottom of the screen on the designer.

11. Click “Test” It is important to test the flow to ensure it performs
the business logic that is expected. Within a project, it is also
important to ensure all branches of the flow, like workflows, are
tested for the same reason.

Test Flow

@ I'll perform the trigger action

There are no runs for this flow.

Figure 11-20. Click “Test” and select “I'll perform the trigger action”
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12. Select “T'll perform the trigger action” as shown in Figure 11-20.

13. Click “Save and Test” and then “Continue.” If this were an existing
flow with previous successful runs, real data could be used to test
using the second option.

Run flow

Add notes to a Dynamics CRM contact

See details

. Dynamics 365 @ ::rsh@crmcatonmicrosoftcom -+

Figure 11-21. The manual popup will ask for the 