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Preface

Microsoft Dynamics CRM 2016 Customization covers the structure and configuration
and customization options available to a Dynamics CRM power user. The book

takes the reader on a journey through the basics of the platform, then delves into the
customization options available and finishes with a high level overview of various
administrative options.

What this book covers

Chapter 1, Getting Started, walks you through an introduction of the platform, and
guides you through setting up the trial environment used through the book. No
prior knowledge of Dynamics CRM or other skills is assumed. Upon completion of
this chapter, the reader will have a free trial sandbox environment valid for 30 days,
as well as the client-side configuration for certain scenarios.

Chapter 2, The Dynamics CRM Application Structure, delves into the Dynamics CRM
application's structure and describes the standard modules, the elements available
for customization, and their relationships to each module, as well as the available
options to extend the platform further. In this chapter, you will understand how
to manage the existing application structure, how to extend and/or modify the
modules, and how to update the navigation accordingly.

Chapter 3, Dynamics CRM Customization, builds on the knowledge gained in the
previous chapter, and goes one step further by showing the reader how to work with
entities within the existing modules, how to customize and extend these entities, and
how to create logical relationships between them. In addition, this chapter will loop
back and reference the previous chapter by describing how these new customizations
fit within the application modules, and how they can live across various modules.
This chapter will also analyze the various document storage options, and the impact
of choosing one model versus another.
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Chapter 4, Building Better Business Functionality, takes you into the meat of the
application by looking at how business affects the behavior of the platform. The
reader will look at how to enforce the business rules on the platform, and how to
create customizations that will guide and correct the user, thus making sure the
platform works with the user. Specific features and enhancements of the platform
make it easy for businesses to map their current processes on this platform.
Integration with the Microsoft Office suite of products makes Dynamics CRM an
even stronger platform, giving users the ability to experience a familiar interface.

Chapter 5, Dynamics CRM - Additional Features, gives you a glimpse inside and
outside the platform by diving first into the internal aspects of the platform that
have received great enhancements over the last few versions of the product, and
then tapping into external data from the market, as well as customers and prospects.
You will get an introduction to some of the new features introduced into Dynamics
CRM, and you will also get some pointers for the integration with platforms around
social and marketing, as well as an overview of analytics options available with the
platform and the complementary products.

Chapter 6, Dynamics CRM Administration, guides you through generic administration
options available on the platform. While this is by no means an exhaustive guide to
the application of administration, this chapter aims to give you enough knowledge
about the administration options to provide a base of knowledge. In addition,
references to Microsoft documentation will point the readers to available sources

to enhance their knowledge.

What you need for this book

Following the instructions provided in Chapter 1, Getting Started, you will be able
to create a 30-day trial of Dynamics CRM Online. This environment can be used to
experiment with the configurations described in this book.

In addition, Microsoft Office Outlook can be used to integrate with this environment.
Chapter 1, Getting Started, also described how to configure this integration.

No other software or hardware is required.

Who this book is for

This book is the basic guide for both new and seasoned Microsoft Dynamics
CRM end users. It takes a gradual approach to presenting the platform, starting
with the basic structure, looking at customization options, and ending with basic
administration concepts.
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A new user will be slowly guided through the basic concepts of the platform, the
structure, and the customization options, so that he/she can become a power user.

An advanced user will find coverage of certain platform aspects that he/she has not
yet worked with, or will find specific gems about the differences between versions of
the platform, and new features introduced with the latest version.

A power user will find details and concepts that will help him/her become better,
faster, more efficient, and proficient at customizing the platform. In addition, he/she
will get an overview of the platform administration's options, helping to close the
communication gap between users and administrators.

This book takes a no-code approach to basic configuration and customization
concepts, and is aimed at non-developers. It is intended as a guide for someone
evaluating the platform features, starting new on the platform, or as reference
material during the platform's life.

Due to the relatively small book size, this is by no means a comprehensive
encyclopedia, but rather a reference guide to be used to quickly and efficiently
ramp up on Dynamics CRM's basic concepts.

Conventions

In this book, you will find a number of text styles that distinguish between different
kinds of information. Here are some examples of these styles and an explanation of
their meaning.

Code words in text, database table names, folder names, filenames, file extensions,
pathnames, dummy URLSs, user input, and Twitter handles are shown as follows:
"organizationName is the name you have selected for your online organization."

New terms and important words are shown in bold. Words that you see on the
screen, for example, in menus or dialog boxes, appear in the text like this: "A user
with necessary permission can navigate to Settings | Dynamics Marketplace."

& Warnings or important notes appear in a box like this.
i

!

Q Tips and tricks appear like this.
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Reader feedback

Feedback from our readers is always welcome. Let us know what you think about
this book —what you liked or disliked. Reader feedback is important for us as it helps
us develop titles that you will really get the most out of.

To send us general feedback, simply e-mail feedbackepacktpub.com, and mention
the book's title in the subject of your message.

If there is a topic that you have expertise in and you are interested in either writing
or contributing to a book, see our author guide at www.packtpub.com/authors.

Customer support

Now that you are the proud owner of a Packt book, we have a number of things to
help you to get the most from your purchase.

Downloading the color images of this book

We also provide you with a PDF file that has color images of the screenshots/
diagrams used in this book. The color images will help you better understand the

changes in the output. You can download this file from http: //www.packtpub.com/
sites/default/files/downloads/MicrosoftDynamicsCRM2016Customization
ColorImages.pdf.

Errata

Although we have taken every care to ensure the accuracy of our content, mistakes
do happen. If you find a mistake in one of our books —maybe a mistake in the text or
the code —we would be grateful if you could report this to us. By doing so, you can
save other readers from frustration and help us improve subsequent versions of this
book. If you find any errata, please report them by visiting http: //www.packtpub.
com/submit-errata, selecting your book, clicking on the Errata Submission Form
link, and entering the details of your errata. Once your errata are verified, your
submission will be accepted and the errata will be uploaded to our website or

added to any list of existing errata under the Errata section of that title.

To view the previously submitted errata, go to https://www.packtpub.com/books/
content/support and enter the name of the book in the search field. The required
information will appear under the Errata section.
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Piracy

Piracy of copyrighted material on the Internet is an ongoing problem across all
media. At Packt, we take the protection of our copyright and licenses very seriously.
If you come across any illegal copies of our works in any form on the Internet, please
provide us with the location address or website name immediately so that we can
pursue a remedy.

Please contact us at copyrighte@packtpub.com with a link to the suspected
pirated material.

We appreciate your help in protecting our authors and our ability to bring you
valuable content.

Questions

If you have a problem with any aspect of this book, you can contact us at
questionsepacktpub.com, and we will do our best to address the problem.
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Getting Started

The Customer Relationship Management (CRM) market has seen a huge uptake
in the last few years. Some of the drivers for this market are the need to enhance
customer experience, provide faster and better services, and adapting to the
customer's growing digital presence. CRM systems, in general, are taking a
central place in the new organizational initiatives.

Dynamics CRM is Microsoft's response to a growing trend. The newest version is
Dynamics CRM 2016. It is being offered in a variety of deployment scenarios. From
the standard on-premise deployment to a private cloud, or an online cloud offering
from Microsoft, the choice depends on each customer, their type of project, and a
large number of requirements, policies, and legal restrictions.

In this chapter, we'll first look at the environment we need to complete the examples
presented in the book. We will create a new environment, based on a Microsoft
Dynamics CRM Online trial. This approach will give us 30-day trial to experiment
with an environment for free.

The following topics will be covered in this chapter:

* Introducing Dynamics CRM
* Dynamics CRM's features

* Deployment models

* Global datacenter locations
* Customization requirements

*  Getting setup

[11]
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Introducing Dynamics CRM

Dynamics CRM 2016 is the current version of the popular Customer Relationship
Management platform offered by Microsoft. This platform offers users the ability
to integrate and connect data across their sales, marketing, and customer service
activities, and to give staff an overall 360-degree view of all interactions and
activities as they relate to a specific customer.

Along with the standard platform functionality provided, we have a wide range
of customization options, allowing us to extend and further customize solutions to
solve a majority of other business requirements. In addition, we can integrate this
platform with other applications to create a seamless solution.

Being the only available CRM platform on the market today, Microsoft Dynamics
CRM 2016 is one of the fastest growing, gaining large acceptance at all levels, from
small to mid-size and enterprise-level organizations. This is due to a multitude of
reasons, some of which include the variety of deployment options, the scalability,
the extensibility, the ease of integration with other systems, and the ease of use.

Microsoft Dynamics CRM can be deployed in a variety of options. Starting with the
offering from Microsoft, you can get CRM Online. Once we have a 30-day trial active,
this can be easily turned into a full production environment by providing payment
information and keeping the environment active. The data will live in the cloud,

on one of the data centers provided by Microsoft.

Alternatively, you can obtain hosting with a third-party provider. The whole
environment can be hosted by a third party, and the service can be offered either as a
Saa$ solution or a fully hosted environment. Usually, there is a difference in the way
payment is processed, with a SaaS solution, in most cases, being offered in a monthly
subscription model.

Another option is to have the environment hosted in-house. This option is called
on-premise deployment and carries the highest up-front cost but gives you the
ability to customize the system extensively. In addition to the higher up-front cost,
the cost to maintain the environment, the hardware, and the skilled people required
to constantly administer the environment can easily add-up.

As of recently, we now have the ability to host a virtual CRM environment in Azure.
This offloads the cost of maintaining the local infrastructure in a fashion similar to a
third-party-hosted solution but takes advantage of the scalability and performance of
a large cloud solution maintained and supported fully by Microsoft. The following
white paper released by Microsoft describes the deployment model using Azure
Virtual Machines:

http://www.microsoft.com/en-us/download/details.aspx?1d=49193

[2]
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Features of Dynamics CRM

Some of the most notable features of the Dynamics CRM platform include:

* Scalability
* Extensibility
* Ability to integrate with other systems

e Ease of use

Let's look at each of the features in more detail.

Scalability

Dynamics CRM can scale over a wide range of deployment options. From a
single-box deployment, used mostly for development, all the way to a cloud
offering that can span over a large number of servers, and can host a large number
of environments, the same base solution can handle all the scenarios in between
with ease.

Extensibility

Dynamics CRM is a platform in which the base offering comes with prepackaged
functionality for sales, service, and marketing; and a large variety of solutions
can be built on top of Dynamics CRM. The extensibility model is called xRM

and allows power users, non-developers, and developers alike to build custom
solutions to handle various other business scenarios or integrate with other
third-party platforms.

The Dynamics CRM Marketplace is a great example of such solutions built to extend
the core platform, and offered for sale by various companies. These companies are
called Independent Software Vendors (ISVs) and play a very important role in the
ecosystem created by Microsoft. In time and with enough experience, some of them
become the go-to partners for various implementations.

If nothing else, the Dynamics Marketplace is a cool place to look at some of the
solutions created and search for specific applications. The idea of the marketplace
became public sometime around 2010 and was integrated into Dynamics CRM 2011.
At launch, it was designed as a searchable repository of solutions. It is a win-win
for both solution providers and customers alike. Solutions can also be rated, thus
giving customers better community feedback before committing to purchasing and
implementing a foreign solution into their organization.

[31]
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The Dynamics Marketplace is hosted on Pinpoint, Microsoft's online directory of
software applications and professional services. On this platform, independent
companies, and certified partners offer their products and services. At the time of
this writing, Pinpoint hosts a few marketplaces, including Office, Azure, Dynamics,
and Cloud, and is available at the following location:

https://pinpoint.microsoft.com/en-CA/Home/Dynamics

Navigating to the Dynamics page you are presented with a search option as seen in
the following screenshot:

2% Microsoft

Pinpoint

Partner Center Signin

Home Solution providers Applications Services Marketplaces ~

Search Results (Microsoft Dynamics)
| Find business applications, technelogy services, and solution providers ‘

@ Solution providers O Services O Apps

Refine by: 95 results Sortby: Most relevant Highest rated] Name View as:

You now have the option to filter your results by Solution providers, Services,
or Apps (applications).

In addition, you can further filter your results by distance to a geo-location derived
from an address or postal code, as well as other categories as illustrated in the
following screenshot:

Refine by:

| City, state/province, zip/pog

| 5 miles / 8 km v|

[] Add other countries
results

Business needs v
Industry focus v
Competencies W
Certifications W
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When searching for a solution provider, the results provide a high-level view of the
organization, with a logo and a high-level description. The ratings and competencies
count are displayed for easy visibility as shown here:

Quick view w

Navantis

Navantis is the result of two great, historic Microsoft partners coming together: Navantis Inc.
(Canada’s leading application platform Microsoft partner) and LegendCorp (Canada's top

@ Hs Q7

Drilling down into the partner profile page, you can find additional details on the
organization, the industry's focus, details on the competencies, as well as a way to
connect with the organization. Navigation to additional details, including Reviews
and Locations, is available on the profile page.

Navantis
TORONTO, Ontario CAN {HQ)

Overview

Applications Services

Reviews

Locations

The Dynamics Marketplace is also available, starting with Dynamics CRM 2011, as a
part of the organization. A user with necessary permission can navigate to Settings |
Dynamics Marketplace.

Microsoft Dynamics CRM

Settings Dynamics Marketpl...

Business

Businass Management
Templates
Product Catalog

s
Service Management

Customization

m Customizations

Solutions
Dynamics Marketplace

Plug-In Trace Log

System

g Administration
m Security
a Data Management

System Jobs

Document Manageme...

% Auditing

Process Center

Email Configuration ﬂ Processes

E Activity Feeds Configu...
E Activity Feeds Rules
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This presents the user with a view by solutions available. Options for sorting and
filtering include Popular, Newest, and Featured. Community rating is clearly visible
and provides the necessary feedback to consider when evaluating new solutions.

Dynamics Marketplace

More Solutions

proRM Controlling Manager for MS Dynamics CRM/CRM Online
proMX - proRM Business Solutions

eSign365: eSignature for Microsoft Dynamics CRM 2011
CompuSight Corporation

Ability to integrate with other systems

There is a large variety of integration options available when working with
Dynamics CRM. In addition, various deployment options offer more or fewer
integration features. With CRM Online, you tend to get more integration options
into cloud services, whereas the on-premise solution has a limited number of
configurable integration options, but can provide more integration using various
third-party tools. The base solution comes with the ability to configure integration
with the following common services:

* SharePoint for document management
* Yammer for social features

In addition, you can use specific connectors provided by either Microsoft or other
third-party providers for integration with specific solutions.

When the preceding options are not available, you can still integrate with other
solutions using a third-party integration tool. This allows real-time integration into
legacy systems. Some of the most popular tools used for integration include, but are
not limited to:

* Kingsway Software (https://www.kingswaysoft.com/)

* Scribe (http://www.scribesoft.com/)

* BizTalk (http://www.microsoft.com/en-us/server-cloud/products/
biztalk/)

[6]
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Chapter 1

Ease of use

Dynamics CRM offers users a variety of options to interact with the system. You can
access Dynamics CRM through a browser, with support for all recent versions of the
major browsers now. The following browsers and versions are supported:

* Internet Explorer versions 10 and above

* Edge latest version

* Chrome latest version on Windows 7 and above
* Firefox latest version on Windows 7 and above

* Safari on Mac using the latest publicly released version on OS X 10.8
and above

In addition, a user can interact with the system directly from the very familiar
interface of Outlook. The Dynamics CRM connector for Outlook allows users to get
access to all the system data and features from within Outlook. In addition, a set of
functions built specifically for Outlook allows users to track and interact through
e-mails, tasks, and events from within Outlook.

Further to the features provided through the Outlook integration, users of CRM for
Outlook have the ability to work offline. Data can be taken offline, work can be done
while disconnected, and can be synchronized back into the system when connectivity
resumes.

For mobile users, Dynamics CRM can be accessed from mobile devices and tablets.
Dynamics CRM provides a standard web-based interface for most mobile devices, as
well as specific applications for various platforms including Windows-based tablets,
iPads, and Android tablets. With these apps, you can also take a limited sub-set of
cached data offline, as well have the ability to create new records and synchronize
them back to CRM next time you go online. The quality of these mobile offerings has
increased exponentially over the last few versions, and new features are being added
with each new release.

In addition, third-party providers have also built mobile solutions for Dynamics
CRM. A quick search in the application markets for each platform will reveal several
options for each platform.
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Global Data Center Locations for
Dynamics CRM Online

Dynamics CRM Online is hosted at various locations in the world. Preview
organizations can be created in all available locations, but features are sometimes
rolled out on a schedule, in some locations faster than others.

The format of the Dynamics CRM Online Organization URL describes the data
center location. As such, the standard format is as follows:

https://OrganizationName.crm[x] .dynamics.com

The organizationName is the name you have selected for your online organization.
This is customizable and is validated for uniqueness within the respective
data center.

[x] represents a number. As of this writing, this number can be anywhere between
2,4,5,6,7,9, or no number at all. This describes the global data center used to host
your organization. The following table maps the data center to the URL format:

URLformat: crm[x].dynamics.com Global data centre location
crm.dynamics.com NAM
crm2.dynamics.com SAM

crm4 .dynamics.com EMEA

crm5 .dynamics.com APAC

crmé6 .dynamics.com OCE
crm7.dynamics.com JPN

crm9.dynamics.com GCC

Out of these global locations, usually the following get a preview and the new
features first:

Organization Global location
crm.dynamics.com North America

crm4 .dynamics.com Europe, the Middle East, and Africa
crm5.dynamics.com Asia-Pacific

New data centers are being added on a regular basis. At the time of writing, new
data centers are being added in Europe and Canada, with others to follow as needed.
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Some of the drivers behind adding these new data centers revolve around not

only performance improvements, as a data center located closer to a customer will
provide theoretically better performance, but also a need for privacy and localization
of data. Strict legislation around data residency has a great impact on the selection

of the deployment model by customers who are bound to store all data local to the
country of operation.

In total, by the end of 2016, the plan is to have Dynamics CRM Online available in
105 markets. These markets (countries) will be served by data centers spread across
five generic global regions.

These data centers share services between Dynamics CRM Online and other services
such as Azure and Office 365.

Advantages of Choosing Dynamics CRM
Online

Choosing one of the available hosting models for Dynamics CRM is now not only a
matter of preference. The decision can be driven by multiple factors.

During the last few years, there has been a huge push for the cloud. Microsoft has
been very focused on enhancing their Online offering, and has continued to push
more functionality and more resources in supporting the cloud model. As such,
Dynamics CRM Online has become a force to reckon with. It is hosted on a very
modern and high performing infrastructure. Microsoft has pushed literally billions of
dollars into new data centers and infrastructure. This allows new customers to forego
the necessary expenses on infrastructure associated with an on-premise deployment.

Along with investments on infrastructure, the Service Level Agreement (SLA)
offered by Dynamics CRM Online is financially backed by Microsoft. Depending on
the service selected, the uptime is guaranteed and backed financially. Application
and infrastructure are automatically handled by Microsoft so you don't have to. This
translates into much lower upfront costs, as well as reduced costs around ongoing
maintenance and upgrades.

[o]



Getting Started

The Dynamics CRM Online offering is also compliant with various regulatory
requirements, and is backed and verified through various third-party tests. Various
rules, regulations, and policies in various locales are validated and certified by
various organizations. Some of the various compliance policies evaluated include
but are not limited to:

* Data Privacy and Confidentiality Policies
* Data Classification

* Information Security

* Privacy

* Data Stewardship

* Secure Infrastructure

* Identity and Access Control

All these compliance requirements are in conformance with regulations stipulated by
the International Standard Organization and other international and local standards.
Independent auditors validate standards compliance rules. Microsoft is ISO 27001
certified.

The Microsoft Trust Center website located at http://www.microsoft .com/en-
us/trustcenter/CloudServices/Dynamics provides additional information on
compliance, responsibilities, and warranties.

Further to the aforementioned benefits, choosing cloud over a standard on-premise
deployment offers other advantages around scalability, faster time to market, and
higher value proposition.

In addition to the standard benefits of an online deployment, one other great
advantage is the ability to spin-up a 30-day trial instance of Dynamics CRM Online
and convert it to a paid instance only when ready to go to production. This allows
customizers and companies to get started and customize their solution in a free
environment, with no additional costs attached. The 30-day trial instance gives us a
25-license instance, which allows us to not only customize the organization, but also
test various roles and restrictions.
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What do you need to customize
Dynamics CRM?

First and foremost, in order to follow through with the information presented in this
book, you will need an instance of Dynamics CRM Online. The following sections
will describe in detail how to obtain a 30-day trial instance.

In addition, in order to subscribe to a 30-day trial, you will need a Microsoft account
(formerly called Live account). You can obtain one by going to https://signup.
live.com/.

The create an account page presents you with a signup form. In the User name
area, make sure to click on the Get a new email address link to have a new address
created, as shown in the following screenshot:

User name

someone@example.com

Get a new email address

At the time of writing, you have a choice to select between www . outlook.comand
www . hotmail.com for your newly created e-mail address. The selected username is
validated, as it must be unique.

Once your account is created, you are logged into your new account and can see the
welcome e-mail. At this point, you can use this account to create your 30-day trial for
Dynamics CRM Online.

If you do have an existing Microsoft account, you do not need to create a
%j%‘\ new one. You can create multiple trials for both Dynamics CRM Online
’ and Office 365.

Steps to Setting up an Environment

While this book will provide step-by-step instructions to be followed, it is strongly
recommended to have an environment available to supplement the material you
will be reading, and to become familiar with the platform. In order to minimize the
footprint and to allow everybody to start quickly, I have opted to present all the
topics based on a Dynamics CRM Online 30-day trial organization.

[11]
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Opening a free 30-day trial of Dynamics CRM
Online

In order to open your 30-day trial of Microsoft Dynamics CRM Online, you will need
to go through a wizard-driven process.

First of all, navigate to http://go.microsoft.com/fwlink/?LinkId=252780

You are presented with a three-step wizard process that allows you, in a very simple
manner, to sign up and provision a brand new organization.

Step 1 o

About you

Step 2

Create an |ID

Step 3

You're in

At the top-right side of the page, you will find an option to add this to an existing
subscription. If you start by creating your Office 365 subscription first, you can
proceed here to add Dynamics CRM Online to your existing subscription. Follow the
Sign in link to authenticate to your existing Office 365 subscription, as seen in the
following screenshot:

Want to add this to an existing subscription? m

Because we are creating our Dynamics CRM Online organization first, we will ignore
this option and move on to filling in the required form fields. The first option you
need to select is the Country. Pay close attention to the note underneath, this is one
of the options that cannot be changed afterwards.
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United States

This can't be changed after sign-up. Why not?

We use your regional information to

deliver the right services. This can't
be changed because Office 365
services can vary by region.

First name

| . e
| Business email address

As stated in the description, this selection defines the region and implicitly the data
center used for hosting your organization.

Fill in the rest of the information on the form and click on Next when ready.

UAS

‘ First name i Last name

‘ Business email address

M Company name
A A

English v

L 1= ) T

M

Your organization size

Company name on this form does not define the organization URL,
you will be prompted for this information in the following step.
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Step two of the wizard collects information about the username and organization
URL you want to use. It also collects your initial password. Enter the desired
username, organization name, and password, as seen in the following screenshot:

Enter a user name

Next &

Create your user ID

Jjohn@yourcompany.onmicrosoft.com

Create a password Confirm pas

.onmicrosoft.com

Click on Next once you are done filling in this section.

When defining the organization name for the URL, validation is performed to make
sure this URL is unique. If the URL is not unique, you will be asked to provide a
different organization name. Select a name that is not as common, until you find a
unique one. The following screenshot shows the validation message you will receive

if a non-unique value is entered.

ntnov]

.onmicrosoft.cord

Sorry, ntnov is already taken. This name has to
be unigque in cur system. Can you try something
else?

x

Microsoft.com
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Once a unique organization name is selected, your login user name is presented with
a green check mark, as seen in the following screenshot:

ntmydemo

v

.onmicrosoft.com

nt@ntmydemo.onmicrosoft.com

Moving on to the last step of the wizard, you are asked to provide a phone number
for verification. You will receive a text message with a code to be used to continue
the signup process. Alternatively, you could select the Call me option and wait for a
representative to validate your signup process. The selection screen looks like this:

Prove. You're. Not. A. Robot.

@ Text me O Call me
+0[v] Phone number
Text me ®

The next screen requires you to enter the code provided by text message. Make sure
you provided the correct phone number.

Prove. You're. Not. A. Robot.

Didn't get it-or need a new code? Try again

By clicking Create my account, you agrae to our terms and conditions.

Create my account ®
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If you provided the incorrect phone number or did not receive the code
% by text message, click on Try again to have another code sent to your

correct phone number.

When done, click on Create my account.

The following screen provides you with the user name you have selected, the URL of
the Office 365 sign-in portal, and a status message. It's probably a good idea to take a

screenshot of this for future reference.

later.

tal.office.com

Your user 10

nt@ntmydemo.onmicrosoft.com

Creating your account...

Save this info. You'll need it

When the process completes, the page is refreshed with the option to bookmark the
sign-in page and a ready status message, as seen in the following screenshot:

later.

You're ready to go... @

Save this info. You'll need it

Click on the You're ready to go... link to proceed.
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1
5 By the time this book is published, the account and organization created
for these screenshots will be long expired.

The next step takes you to the initial preconfiguration of your new organization.
There are a few additional details required before you can start playing with your

new organization.

This new screen asks for the default Language, Country/Region, and Currency. This
information is very important, as it will define the default configuration values for
your organization. The currency will become the default currency. While additional
currencies can be later added to the organization, the default will always remain the

one you selected during this configuration step.

Confirm some details

Englls\‘1 ﬂ

® Select cu

United States

Currency

US Dollar (USD.$) v

(O Specify Custom Currency

Finish ®

Click on Finish when complete.

The Getting set up... screen is presented while the backend provisions your
organization based on the configuration values you have provided.
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While waiting for this to process, you can turn your attention to your e-mail. You
would have received an e-mail from Microsoft Online Services Team giving you
details on the organization that is being provisioned for you, your account details
and additional information about the service and expiration of the trial period.
The e-mail is shown as follows:

Microsoft Dynamics CRM icrosoft
.
Welcome to your Microsoft Dynamics CRM Online Trial.

Account Information

Sign-in to the Microsoft Online Services Portal and learn Organization:
about managing users, licenses, subscriptions, and ntbook
support incidents
Service:
Name: Nicolae Tarla Microsoft Dynamics CRM Online
User ID: nt@ntmydemo.onmicrosoft.com Trial
(What is this?)
Subscription Start Date:
2015-11-24
we'll be in touch with you throughout the trial to make sure Subscription End Date:
you are getting the most out of your experience. 2015-12-24

Our Microsoft Dynamics CRM Online partners can also help
you find the path to success. Find one now. Helpful Resources
Thank you for this opportunity,

CRM Help & Training

The Microsoft Dynamics CRM Online Team

This i a mandatory service communication.

This message was sent from an unmenitored e-mail address. Please do not reply to this
message.

mn Microsoft
Microsoft Office

One Microsoft Way

Redmond, WA

98052-6399 USA

Going back to our sign-up page, the process has completed and we are presented
with a final page including an option to bookmark the sign-in page in case you
haven't done it before, as well as the URL of our newly created organization.
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You're In!

Sign in here: https://ntmydemo.crm.dynamics.com/

Click here to bookmark sign-in page

Clicking on the provided link takes you directly to your Dynamics CRM Online
instance. On the first load, you are presented with an Explore CRM wizard. If this
is your first time seeing Dynamics CRM, it is a good idea to follow through to the

provided links and read some more details about this version.

Explore CRM

Main menu

Shortcut to Add info and Advanced

recent work activities search options

My W Jstomers
B oo B secoums

H Markieting Lists
E What's tew Eﬂ Contacts E Quick Campaigns
ctises g conson ] o
E Products
[B] s vovatee

@ eBooks, videos, and more...

Il Con't show this again

If this is not your first time, then select the Don't show this again check box and

close this wizard.
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Once you go past the initial wizard, you are dropped onto the starting dashboard
of the application. By default, Sales Activity Social Dashboard is presented as a
starting place into your new organization:

Sales Activity Social Dashboard ~

Sales Pipeline Wh at’s neW gl

My Open Opportunities | POST

All records - | Both Auto posts  User posts

W

® Product infermation required (sample)
&8, Case: Closed by Nicola Tarla for Account Coho Winery sample).
$25,00000 On Preduct infarmation required (sample)'s wall
Today

Product question (sample)

Case: Closed by Nicolae Tarla for Contact Jim Glynn {sample).
On Product question (sample)'s wall

Today

(1)

Product service time (sample)
Case: Closed by Micolae Tarla for Account Fabrikam, Inc. (sample).

o

$55.000.00
On Product service time (sample’s wall
Today

Required Service (sample)

s Casei Closed by Nicolae Tarla for Account A. Datum Corporation (samplel.
On Required Service (sample)'s wall
Today

[

Shipping time information (sample)

Case: Closed by Nicolae Tarla for Account Contoso Pharmaceuticals (sample].
On Shipping time information (sample)’s wall

Today

(1)

$3600000

Delivery never arrived (sample)
Case: Closed by Micolae Tarla for Account Alpine Ski House (sample).

B 1Cucliy N ZDevelop [ 3-Propose On Delivery never arrived (sample]'s wll
Today

®
-,

You will observe a yellow bar towards the top of the page, which offers additional
configuration options. We will be looking at these later in this chapter, but do not
close this bar just yet.

And with this, now we have a functional Dynamics CRM Online
organization created.

But let's look at another way to get to it. Whether we've forgotten the default URL, or
we need to access other features and account management options, we need to log in
to the Office 365 admin center portal for the instance we are managing. The URL for
this is https://portal.office.com/.

Log in using the previously created account and password. Once in, you will
be presented with an administration console. A detailed look at additional
configuration options for the Office 365 instance will be provided in Chapter 6,
Dynamics CRM Administration.
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For now, let's navigate to Admin | CRM

Microsoft Dynamics CRM

NAME

ntbook

CRM Online Administration Center

INSTANCES | UPDATES

Manage all CRM Online instances

| STATE | TYPE

ready Production instance

ntbook
PRODUCTION INSTANCE
Micresoft Dynamics CRM Online 2015 Upda...

EDIT  NOTIFICATIONS
Purpose

Add purpose by editing instance

Solutions &

OPEN

Lol Nicolae Tarla 7|

Did you know?

You can purchase more than one instance of
Microsoft Dynamics CRM Online through your
account. You can use these additional instances
to create department-specific solutions or to
develop and test customizations.

Learn more

Review your licenses

Switching instances doesn't change your licensing
but might affect your compliance.

Learn more

This opens up the CRM Online Administration Center. Here, you will find
your current trial organization. If it is a paid subscription, you will get the
opportunity to manage multiple paid production instances, as well as various
nonproduction instances.

All the way at the top, you can change the view from a listing of instances for
management to a listing of instances and available updates, if any. Since we've just
created our instance, we will not have an option for updates, but in the following

screen we can determine the current organization version:

INSTAMCES

NAME

ntbook

UPDATES

Manage your Dynamics CRM updates

| TYPE | RELEASE

Prod...

| SCHEDULED

| STATUS

No updat...

ntbook
PRODUCTION INSTANCE
OPEN

Geographic area:
North America (NA)

Current version: Microsoft Dynamics CRM Online
2015 Update 1 (May 2015)
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Back on the instances screen, we have the option to edit our instance properties.
Selecting this option takes us to a form that allows us to change the name and URL
of our organization, as well as provide a detailed message on the purpose of this
organization. We can also change the instance type, from a production instance to a
sandbox instance.

INSTANCES UPDATES

@ edit instance

PRODUCTION INSTANCE

general settings

* Name

ntbook
* URL:
ntmydemo crm.dynamics.com
Purpose:
Instance type:
Production instance e

security settings

Security Group:

next cancel

A sandbox instance is more of a nomenclature change. The former free and paid
test instances have been unified under the name of sandbox instances. Visually, the
sandbox instances will have the standard navigation bar background color changed
to orange.

No functional changes are made to a sandbox instance. They offer the same
functionality as a production instance. One very important aspect of sandbox
instances is the fact that, while functionality is maintained on par with production
instances, the database is completely isolated from production. A sandbox instance
can contain a full set or a sub-set of production data, users, and customizations. From
a support point of view, the same level of resource and support are provided to both
production and sandbox instances.
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As such, sandbox instances can be used for development, QA, and UAT
environments.

The Security Groups option on this page can be used to restrict which Office 365
users can be added to your organization. If no option is specified here, all users in
your Office 365 organization with a Dynamics CRM license associated will be added
to your Dynamics CRM Online instance.

Managing instances is a set of features that allow an administrator to perform
various operations on the Dynamics CRM Online instances managed through this
portal. You can always turn a production instance into a sandbox instance, since
no license changes are required to perform this action. On the other hand, you can
only turn a sandbox instance into a production instance if you have an available
production license.

Further down on the CRM Online Administration Center, you have an option to add
various solutions to your current instance. Clicking on the solutions link takes you to
the Manage your solutions page. Here, you can select from the available solutions.
At the time of this writing, three solutions are made available with your 30-day trial
organization. As seen in the following screenshot, they are:

* Insights for Microsoft Dynamics CRM
* FieldOne Sky
* Office 365 Groups Preview

@ Manage your solutions

Select a preferred solution to manage on selected instance: ntbook

SOLUTION N,

VERSION

STATUS

Insights for Microsoft Dyn... 3.4

Not installed Insights for Microsof...

Not installed

Not installed @

FieldOne Sky 5.1.5031.0

Office

5 Groups Preview  1.1.0.0

Created by: InsideView ‘.

Learn more

Select the solution that you are interested in installing and click on the Install button.
Once installed, you can go ahead and configure it into your organization.
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More solutions will be provided as add-ons in this manner in the future.
The platform allows for great modularity and provides an extensive solution
model that allows new solutions to be made available in this manner.

[ % This is an option available to Microsoft only. ]

When done installing the additional solutions, navigate back to the listing of
organizations available.

On Manage all CRM Online instances, select the instance in the list and click on
Open. This will take you to the same organization you were able to access directly
from the URL provided during the initial trial wizard.

The Outlook connector's configuration will be covered in the next section of this
chapter, while the SharePoint integration configuration and the Office Groups setup
and other features will be covered in detail in a later chapter.

The trial instance of Dynamics CRM Online comes preloaded with some sample
data. This makes it easy for a first-time user to see some of the visual representations
on the dashboards, as well as giving a new user the opportunity to track some of the
data relationships and see, on certain records, how related data is presented.

In the next few chapters, we will start investigating all the available features of the
Dynamics CRM platform.

Integrating Dynamics CRM Online with
Outlook

While not necessarily a requirement of this book, Dynamics CRM Online and
On-Premise can integrate with Microsoft Outlook in order to provide the user
with an interface already familiar to them.

Once you have your new instance of Dynamics CRM Online up and running, you
can go ahead and install the Outlook client. This client is available either directly
from the web interface of Dynamics CRM, presented as an option for download, or
it can be downloaded from http://www.microsoft.com/en-us/dynamics/crm-
customer-center/set-up-crm-for-outlook.aspx.
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## | Microsoft Dynamics CRM | = settings | v Security

o Apps for CRM  View CRM information on the go with apps for your phone, tablet, Outlook, and more! Get Apps for CRM

=+ NEW = EMAILALINK @~ [¥] RUN REPORT =~ ﬂ EXCEL TEMPLATES ~ ﬂi, EXPORT TO EXCEL ~

You can either download the file locally, or run it directly.

Microsoft presents you with the option to download two files for the
M Outlook client. Make sure you select the one that matches the version of
Q Office you have installed. For 32-bit Office, select CRM2016-Client-
ENU-1386 . exe, while for 64-bit versions of Office, select CRM2016 -
Client-ENU-amd64 .exe.

The following are requirements for Dynamics CRM for Outlook
installation:

% The following are minimum system requirements for Dynamics CRM
’~~ for Outlook:

Must be logged in as a user with local administrator privileges
Must be on a machine with Windows Vista SP2 or newer
Must have Office 2007 or newer installed

Must have Internet Explorer 9 or newer

Processor —x86 or x64 and 1.9GHz or faster dual core with SSE2
(most modern processors qualify)

Memory —minimum 2 GB RAM for online only, 4 GB RAM for
support of offline capabilities

Hard Disk —1.5 GB available disk space, 2 GB for offline mode
Display — SVGA minimum resolution of 1024x768

Installing Dynamics CRM for Outlook

Once the file is executed, all necessary components are extracted, and you are guided
through a wizard-based installation. Do make sure your Outlook application is
closed, otherwise you will be prompted to close it for the installation to proceed.

If you are running the wrong version of the installer, the installation process checks
and prompts you about the version mismatch, as shown in the following screenshot.
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Once the install process starts, you are guided through a few screens, starting with
the setup preparation.

Microsoft Dynamics CRM 2015 for Qutlook Setup K

Adq Microsoft Dynamics CRM

Please wait while Setup prepares the necessary files

In the next step, you are prompted to accept the License Agreement. Tick the check
box and click on Next.

Microsoft Dynamics CRM 2015 for OQutlook Setup *

License Agreement

_j fou must accept the license agreement to proceed with installation.

PLEASE NOTE: Microsoft Corporation (or based on where you live, one of its
affiliates) licenses this supplement to you. You may use it with each validly licensed
copy of Microsoft Dynamics CRM 2015 software (for which this supplement is
applicable) (the “software™) or each validly licensed subscription of Microsoft Dynamics
CRM Online services (the "online service”). You may not use the supplement if you do
not have a license for the software or the online service. The license terms for the
software or the services apply to your use of this supplement. Microsoft provides
support services for the supplement as described at
<http://support.micresoft.com/commen/international.aspx>.

| accept the license agreement

MNext
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Once the acceptance is completed, we are presented with a screen in which we can
directly start the installation process, or modify the installation options. Choosing to
modify the default option presents a new screen where we can define whether we
want to install the Dynamics CRM for Outlook with offline support or not. For the
purpose of a 30-day trial, unless there is a specific need for offline support, we can
leave this option unselected.

The second configuration option presented on this screen is the location where we
want the files installed. We can also leave the default selection in place.

Customize Installation

Please choose the access type and the installation location.

Access Type
[] Offline Capability

This allows Microsoft Dynamics CRM for Qutlook to be available both when offline or
online,

Installation Location

C:\Program Files (x86)\Microsoft Dynamics CRM Browse...

Microsoft Dynamics CRM for Qutlook will be installed en your computer. To install
this product in a different location, click Browse and then select the location.

Install Now
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Next, let's click on Install Now and get started on the installation process. From here
on out, the installation wizard proceeds to completion with no more questions or
interruptions. On completion, click on Close.

Microsoft Dynamics CRM 2015 for Qutlook Setup X

¢ Microsoft Dynamics CRM

The installation completed successfully. To start using Microseft Dynamics CRM for
Outlook, restart Outlock.

Close

At this point, we have Microsoft Dynamics CRM for Outlook installed, and we

are ready to start Outlook and configure our client to connect to our trial instance.
Once we launch Outlook, we are prompted to configure the newly installed plugin.
As the following screenshot shows, we have to provide the login details for our
online instance:
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Sign in to Microsoft Dynamics CRM for Microsoft Office Outlook X

Microsoft Dynamics CRM for
Microsoft Office Outlook

Sign in with your werk or school account

|Emai|crphcne

Password

Sign in Cancel

Can't access your account?

Don't have an account assigned by your work or school?
Sign in with a Microsoft account

sed anywhere you see this symbol.
vacy & Cookies

If you have forgotten your selected user name, retrieve it from the confirmation
e-mail you received from Microsoft when creating your free 30-day trial.
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Once authenticated, you are defaulted to CRM Online. When done, make sure that
the Connect automatically with my current credentials check box is selected, and
click on the Connect button, as shown in the following screenshot:

Adf Microsoft Dynamics CRM for Outlook ? X
Add a Microsoft Dynamics CRM Organization
To connect Microsoft Outlook to your Microsoft Dynamics CRM Online organization, click Connect.

if you want to connect Outlook to your company’s Microsoft Dynamics CRM server, enter the CRM server
web address {you can copy and paste it from your web browser).

[ v

Connect automatically with my cument credentials

This completes the configuration of the Dynamics CRM for Outlook plugin, and
you are presented with a final view of all configured connections. In here, you will
see your currently configured connection, possibly along with other connections
configured previously. You can also get to this window post-installation by
relaunching the configuration wizard. Close this window.

Now, your Outlook is connected to your instance of Dynamics CRM. You can
navigate to your Dynamics CRM environment the same way you navigate within
Outlook to any other e-mail already configured. Your new Dynamics CRM
environment shows in the listing of e-mails, the same as a new mailbox. Expanding
this list gives us access to all the sections and entities from our CRM environment.

Configure a domain name for your
environment

One of the setup steps available with an Office 365 instance is the ability to configure
a domain name associated with the instance. While you can continue working with
Dynamics CRM Online without setting up a domain, it is a good idea to do it now.
With the domain setup, you have one less configuration step to perform before
turning your trial into a production instance.
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If you want to proceed to setting up a domain, you can either use an existing domain
you own, or you can purchase a domain from various registrars. For the purpose of
this book, I have purchased a . info domain from GoDaddy at https://godaddy.
com/.

You access the Office 365 admin center by navigating to https://portal.office.
com/.

You will be prompted to log in. Use the previously created account, which will get
you to the main admin center console.

Service averview

Service health

Mo planned maintenance scheduled
Nead help?
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Getting Started

Navigate on the left navigation area and click on DOMAINS. This will get you to the
Manage domains page.

@ DASHBOARD DOMAINS

Manage domains

Add a domain you already own te Office 365, or buy a new domain. What is a demain?

=+ Add domain ™ Buy domain
DOMAIN NAME * S5TATUS ACTION
ntmydemo.cnmicrosoft.co a - - -
up complete O action requires
m (Default P eeme K ntmydemo.onn

%¥ Domain settings

Here, you have the option to purchase a domain if you haven't already done so, or
just to add a new domain. Unfortunately, you can't purchase a new domain using the
Buy domain unless you have a paid subscription. For the purpose of this trial, I am
assuming you have already purchased a domain, and you are just configuring it.

You can't buy a domain yet

‘You're using an Office 365 free trial. You must have a paid subscription before you can buy a domain.

Close

Go to Add domain. This takes you to the first page of the domain configuration
wizard. This first page is informational in nature, describing the purpose of a
domain and providing you with a link to an educational video on DNS.
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Step 1 @

What you need to know about
domains and DNS

‘Your domain name identifies your school or business on the internet. In the examples below, yo
name

youEyourcompany. com
./ www yourcompany.com -

DMS (doman name system) works ke an address book on the internet. When someone sends yoi
mailbe:;

Up next. we'll help you set up your domain and update ONS records to work with Office 365,

'Y \Watch the video to learn more about domains and DNS {3 minutes)

Let's get started ® \

Click on Let's get started to continue. On the next page, enter the domain you have
purchased and now own.

Step 1

Verify domain

Step 2

Step 3

Set up domain

 domain

Which domain do you want to
use?

Next ®

t have 3 domain? Buy one
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The system recognizes that the registrar is GoDaddy, and the next screen prompts
you to log in to the administration console for the domain.

Add a new domain

in Office 365 We need to verify that you own
thecrmwiz.info

Step 1 @
Step 2
Step 3 Sign in to GoDaddy ®

< Back

Alternatively, you have the option to use a TXT record to validate that you own

the domain. For simplicity, I will click on Sign in to GoDaddy. This brings up the
GoDaddy account login page.

[ Office 365 | & ebaddy

Domain management

Log in to your GoDaddy.com account
Log in to allow Office 365 to verify that you own theermwiz.info and to
automatically set up your services.

Username or Customer #:

Password: Forgot Password

@ VERIFIED & SECURED ®

VERIFY SECURITY

Once logged in, confirm that you accept Office 365 to make changes to your domain.
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_I:I Office 365 | & Gobaddy Domain management

Confirm Access

Office 365 is requesting permission to make changes to your domain
thecrmwiz.info at GoDaddy.

Click Accept to allow Office 365 to make these changes to thecrmwiz.info.

Cancel

This performs the validation and completes the first step of the wizard.

Add a new domain 5
We've verified that you own
thecrmwiz.info
. r
1563 Next ©

Click on Next to update the user accounts in your instance to use the newly

configured domain name. The following screen allows you to select which
users should be updated.

Add a new do

in Office 365 Let's update your current Office
365 users

Step 1 v
Step 2 El
Step 3 Update selected users @

ship 1
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Select the users and click on Update selected users. Once complete, a confirmation
screen displays all the updated users.

Add a new domain
in Office 365

1 user was updated successfully

Here's the user whose user D was updated

Step 1 v
Step 2 L

Step 3

Click on Next to continue. If you have updated the current user you are logged in
with, you will be prompted to log out and log back in with the updated username.

Sign out to complete the change

Sign out, and then sign in using nt@thecrmwizinfo. Don't worry, we'll bring you right back here to continue setting
up.

Click on Sign out and you are forwarded back to the login page. Here, enter the new
login information and log back into the Office 365 admin center.

] Office 365

Sign in with your work or school account

nt@thecrmwiz.info

|basswo rd

[]Keep me signed in

Can't access your account?
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Once you log back in, you are given the option to add new users. For the purpose of
this demo I will not add any more users right now, but in a standard trial you can
have up to 25 users created. It will make sense to start adding new users once you
have some customizations in the system and you are ready to present your solution
to a customer or stakeholder.

Add a new domain
in Office 365

Add new users

Step 1 v
Step 2 [ ] | ikl

Add these users ®

L Want 10 ad sers, youscan skip thE%iep

For now, let's click on skip this step. That moves us to the third and last step of the
wizard, setting up the domain.

Add a new domain

in Office 365 Get ready to update DNS
records to work with Office 365

whech DS records you need. You'll have to sign in 1o GolDeddy 1o update thess qhﬁ
i

What are DNS records?

MNext, we'll detern

Step 1 v
Step 2 v
° Next &

Step 3
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Let's click on Next to start this process. On a supported registrar the changes
can be pushed automatically, otherwise you will have to log in to the domain
administration and implement the settings provided manually. Not to worry,
the process is pretty simple and self-explanatory.

Add a new domain

in Office 365 Do you want us to set up DNS
records for Office 365 for you?

AR |

S-t.elp._). 2. v

gé;; o Next®

The next step lets you select the services you want configured on your domain for

the current Office 365 instance.

Add a new domain

in Offce 365 Which services do you want to
use with thecrmwiz.info?

> for email, calendar, and contacts

<

J Pl
"‘:
At

’

Step 1

<

Step 2

e, ¥ Ned@

You can choose any one of the available options or all of them. Once you've made
your selection, click on Next.

The next page gives us the option to see the necessary changes to be made to your
domain configuration. The Add records option automatically configures your
domain. Alternatively, you can enter all configuration manually.
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Add a new domain

in Office 365 Now we'll add your DNS records
at GoDaddy

-

Step 1 v
Step 2 v
Seps e Addrecords @)

ds yourself

< Back

Click on View the DNS records we'll add to see details about the changes that will
be configured on your domain.

Click on Add records to continue. You are again prompted to log in to your domain
registrar for the changes to be pushed.

Add a new domain
in Office 365

You're all set up

Rate your experience with Office 365 setup.

Step 1 v

Verify domain

Step 2 v

Add users

Step 3 s Finish ®

Set up domain
< Back

The final screen shows the completed status and provides you with an option to rate
the experience.
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Click on Finish to complete. This returns you to the Manage domains page in the
Office 365 admin center and displays the original domain as well as the newly
configured domain name.

Manage domains

Add a domain you already own to Office 365, or buy a new domain. What is a domain?

=+ Add domain ™ Buy domain

DOMAIN NAME + STATUS ACTION

_ ntmydemo.onmicrosoft.co .
(. Setup complete No action required

m ntmydemo.onmn

thecrmwiz.info (Default) Setup complete Mo action required ¥ Domain settings

V' Set as default

The newly added domain is marked as the default domain.

You can also navigate to USERS | Active users on the left navigation and make sure
that your configured users are all using the newly configured domain name.

Office 365 admin center <«
@ DASHBOARD ACTIVE USERS

Search users, admin tasks am . . -
’ p Active Directory synchrenization: Set up | Learn more

Change the password expiration policy for your users: Change now
Set Multi-factor authentication requirements: Set up | Learn more

DASHBOARD
SETUP
Select a view: |AII users ll
4 USERS
Active Users + % P [5
Deleted Users R
|:| Display name User name & | Status
Partner Relationships
[ Micolae Tarla nt@thecrmwizinfo In cloud

COMPANY PROFILE

And this completes the domain configuration steps necessary for your Office
365 instance. Next, we'll be looking at adding additional trial services to your
existing instance.
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Integrating with Office 365 E3 trial
services

Office 365 is offered in a variety of flavors, each including a different set of services.
One of the common tiers offered as a trial is the E3. It includes services such as the
Office suite, e-mail, document and file management, conferencing and Skype, team
sites, Yammer, and so on. For additional details on what is included in Office 365 E3,
see the following page:

https://products.office.com/en-us/business/office-365-enterprise-e3-
business-software

From your existing Office 365 instance where you created your Dynamics CRM
Online trial, you can add this additional trial service. Start by navigating on the
left navigation area to BILLING | Subscriptions.

Otfice 365 admin center &« 0

pi

SUBSCRIPTIONS

Admin purchases

Microsoft Dynamics CRM Online Trial

ria Expires December 25,
2015

Users Description £ 6 NN )

25
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Getting Started

Select Add subscription on the top-right side of the screen. You are now presented
with a listing of available subscriptions you can add to your existing instance. Scroll

until you find the Enterprise Suite area and find Office 365 Enterprise E3.

Enterprise Suite (unlimited users) A

Most popular
Office 365 Enterprise E3

$20 . OO user/month

for businesses that need full

mmunication and collaboration
tools witl

Online.

Subscription includes:

008y

Office 365 Enterprise E4

he familiar Office suite, including Office

Office 365 ProPlus

$1200 user/month
The premium Office suite f ess - including
OneNote,

nd Skype for Business - plus online file

W

Point, Outl

storage and sharing. Connected to the cloud

Subscription includes:

an

Office 365 Enterprise E1

$80O user/month

For businesses that need communication and

collaboration tools and the ability to read and do
lightweight editing of documents with Office

Online.

Subscription includes:

|Yy:EE

Hover over the ellipsis (...) at the bottom of the subscription, and from the popup,

select Start free trial.

Most popular
Office 365 Enterprise E3

$ZOOO user/month

The best plan for businesses that need full

productivity, communication and collaboration

Start free trial

Buy now

Learn more
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The Check out page confirms your selection. Click on the try now button.

Check out
confirm your order

Office 365 Enterprise E3 Trial | 20 day subscription
25 users

A confirmation number and the option to print a receipt is presented. Click on the
continue button.

Office 365 Admin

order receipt

Your confirmation number is: 6477256d-b80-4fd7-89bd-a09bd01ebabb
Important: To use your new licenses, make sure to assign them by editing users on the Users page.

continue

o

Order details

Office 365 Enterprise E3 Trial | 20 day subscription
25 users
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With that last step completed, all the additional services associated with the Office
365 Enterprise E3 services are now enabled and associated to your existing instance.
To confirm, look at the landing page on your Office 365 admin center. In the Current
health area, you will see a listing of all services now active on this instance, as shown
in the following screenshot:

Service health
Na service issues 1 chm

Now, we can configure all the integrations available. We will look at those tasks in
some of the future chapters.
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Summary

Throughout this chapter, we looked at how to create our new free trial environment
for Dynamics CRM using Microsoft Dynamics CRM Online. In addition, we walked
through configuring Outlook to integrate with our Dynamics CRM Online instance.

You also learned how to add to our current Dynamics CRM Online trial a trial
of Office 365 Enterprise E3. This allows us to configure additional services and
integration points.

The next chapter will delve into the application structure. We will look at

the standard modules included with the platform, the elements available for
customization and their relationship to each module and each other. We will also
look at the updated navigation model used in Dynamics CRM Online, and how we
can extend and modify it.
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The Dynamics CRM
Application Structure

In the previous chapter, we described how to get a Dynamics CRM Online
environment up and running, configure your Outlook to integrate with this
environment, and add an Office 365 E3 Trial. With this environment available now,
we can start to look at some of the components of this system. We will investigate the
modules that are, as default, a part of Microsoft Dynamics CRM, and the features of
each of these modules.

This chapter is structured around four main categories. They are:

* The Dynamics CRM modules
* Dynamics CRM application elements
* The extensibility options

* Application Navigation

Microsoft Dynamics CRM is Microsoft's platform for Customer Relationship
Management. This system allows a company to manage interactions with current
and future potential customers. Usually, a CRM system is part of a bigger picture,
involving customer service, customer experience, customer retention, and other
aspects. The CRM platform fits into this puzzle as the software platform that
provides a company with the necessary tools to perform all of these tasks.

A robust CRM system allows for both reactive and proactive actions from various
staff using it. While most of the service aspects are primarily reactive, through
extensive analysis and solid business processes, proactive actions can be taken to
increase sales, customer retention, and quality of service, and also to create more
robust marketing campaigns.

[47]




The Dynamics CRM Application Structure

A CRM system provides a 360-degree view of a customer, with all historical
interactions, purchase history, contact preferences, and survey responses, along
with additional-related data as needed. This data collected by the system can be
further analyzed to determine best strategies for increasing customer satisfaction
and providing better quality services.

From a proactive point of view, analyzing the aforementioned customer data allows
us to identify new opportunities and to prevent potential future issues.

Dynamics CRM modules

While Microsoft used to market Dynamics CRM as a platform under the xRM term,
and is encouraging partners to extend it to cover various aspects of businesses, by
default, the product includes three major modules:

e Sales
e Service

* Marketing

At the time of writing, the platform is at version 2016. It has greatly evolved over the
years, and is currently one of the top players in the market.

With this evolution, all the standard modules have been enhanced, and new
functionality has been added. Currently, each one of the modules can function either
independently or in conjunction with the others by sharing data and providing

full visibility on customers across all modules. The clear definitions between these
modules are getting blurrier as the need to transfer data across practices evolves.
Business processes span across these modules also, and gain a more central role in
the way the user interacts with CRM, to the point where they often pass across from
one module to another, blurring this segmentation even more.

CRM Sales module

The Microsoft Dynamics CRM Sales module facilitates the sales teams in managing
Leads and Opportunities, as well as closing these opportunities in a shorter more
orderly fashion, and increase the opportunity success rate.

Within the Sales module, the sales team has the ability to manage their own
customers and contacts and get full visibility on customers, current orders, services,
existing issues, and resolutions. With all this information at your fingertips, a sales
person can walk into any new opportunity fully prepared, avoiding any unexpected
surprises. Furthermore, they can show full knowledge of the customer and its
current needs, level of satisfaction, and potential contention subjects.

[48]




Chapter 2

The sales module is comprised of a set of entities, processes, dashboards, and
reports, along with the ability to see the products and services offered as well as

the associated sales literature. Within this same module, the sales team can see their
progress against predefined goals. In addition, each sales staff can manage their own
customer interaction through the use of some of the marketing features built in the
system.

w

Leacts @ Gaals Repot
E oppo g Goal Metrics g aderts
E Competitors Relup Queie: Calens

CRM Sales module Entities

The Dynamics CRM Sales module includes a set of entities that are shared across
modules, as well as entities specific to sales in particular. We will be looking at these
two generic categories and each of the entities included in them.

Shared Entities

Shared Entities are entities that are being used across multiple modules. While

they are not specific to a certain module, they tend to be tightly integrated with the
functionality of each module where they are present. Some of the most obvious ones
include the Account and Contact entities, which span across the whole platform and
tightly integrate with all modules.

Sales specific Entities

Sales specific entities are entities that are used mainly within the sales module. Some
of these include the Leads, Opportunities and Competitors, as well as additional
Collateral entities such as Quotes, Orders, Invoices, Products, and Sales Literature.
Another set of entities directly related to the sales module include Goals and Goal
Metrics, which are used in tracking sales performance.

When customizing the system, the scope of each one of the existing entities can be

changed simply by modifying the navigation and associations. For example, a new
entity can be made accessible only though a specific module, or an entity from one
module can be surfaced in another.
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The Leads entity

The Leads entity is a representation of a person or organization interested in the
company's products and/or services. The lead entity is meant to track a potential
customer that has not been yet qualified. It will track all communication activities
through possible qualification.

The following screenshot shows a standard New Lead form in Dynamics CRM:

Microsoft Dynamics CRM = v B . & |7

BHsavi pPsavi&cuost  +new S Eom

LEAD

YNew Lead = oo B

 Summary A

CONTACT POSTS ACTIVITIES NOTES STAKEHOLDERS

Both Autoposts User posts

COMPANY
COMPETITORS

The Lead qualification process is the process of managing a possible opportunity
until qualification. This process is kept separate from the opportunity management
process through the use of the lead entity.

A lead record can be in one of the three default states: Open, Qualified, or
Disqualified. Once a Lead is qualified, it can be converted into an Opportunity.
From the associated data collected, Account and Contact can also be created.

The Lead record can be associated with system data, including Contacts, Accounts,
Activities, and Notes. Also, documents can be attached to leads.

By default, a Lead can also be disqualified. When disqualifying a lead, the following
options are available: Lost, Cannot Contact, No Longer Interested, or Cancelled.
These values are customizable.
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The opportunity Entity

The Opportunity entity is meant to store a potential sale to a new or existing
customer. It is used by sales staff to keep track and forecast sales engagements they
are working on. An opportunity can be created directly in the system, or generated
as a result of qualifying a Lead.

Based on business opportunities, a company can forecast business demands for
products and services, as well as sales revenues.

An opportunity in the system must be related to an Account and/or Contact. This
is one of the differences between Lead and Opportunities, where the Account or
Contact must be already qualified in the system for an opportunity to be able to
associate with it.

Just as with leads, a sales representative can track phone calls, e-mails, and other
activities against the opportunity. This gives the representative complete visibility
into all steps that were performed working with each opportunity.

The following screenshot shows a standard New Opportunity form in
Dynamics CRM:

sportunities |~  Mew Opportunity O @ B

OPPORTUNITY

New Opportunity -= TOmbm TR e | 2

[Poupma P Ooep P eopme P Cme > esime|
I8 ntact clict: ter Estimated Budges o er Caplure Summary  click ta enter

0 - POSTS ACTIVITIES NOTES STAKEHOLDERS

Name 4 Rale

SALES TEAM
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Each opportunity in the system usually has one or more products/services
associated with it. This association is achieved through the use of a relational system
entity called Opportunity Product. In addition, processes can be put in place to
validate that only certain Products/Services are available for a specific opportunity,
based on either the account/contact selected, or any other set of business rules.

Processing an Opportunity results in its closure. An opportunity can be closed
either as Won or Lost. On closing of an opportunity, an opportunity close activity
is generated. This activity record stores the information regarding the reason for
closing, the date, and the revenue.

An Opportunity can be associated with Accounts, Contacts, Competitors, Quotes,
Orders, and Activities. In addition, you can put notes and store attachments against
an open Opportunity, as well as related Sales Literature.

The Quotes Entity

The Quote entity is an important part of the sales process defined within the
Dynamics CRM sales force automation platform. It works in conjunction with
products and orders to complete the sales cycle.

The Quote entity represents an offer of products and/or services at a predetermined
price. In addition, payment terms are associated with the respective quote.

A Quote in the system can be stored as Draft, Active, or Closed. A Draft quote is

a quote that is still being worked on. Once work is completed and it is ready to be
sent to the customer, the quote becomes active. On completion, whether accepted or
rejected, the quote gets closed. A completed quote that is accepted by the customer
can be converted to an Order.
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The following screenshot shows a standard New Quote form in Dynamics CRM:

Nicolae Tarla

Microsoft Dynamics CRM = Sales | v Quotes | v  New Quote earch CRM dat: EY  ntmynewdemo . & ?

EHSAVE Ei'SAVESCLOSE  + NEW LOOK UP ADDRESS FORM EDITOR A X
QuUOTE
N Q t Total Amount Effective From Effective To Owner”
ew uote = 8- - - & Nicolae T:

4 Summary ~

Quote ID* 8- PRODUCTS SALES INFORMATION

w
Revision ID a- Product Name  Properties  Unit Price Per Unit | Quantity Discount  Extended Amount  Sug Opportunity
.
Name To enable this content. create the record. Potential Customer *
Currency ™ Canadian Dollar

Price List*
DESCRIPTION
SHIPPING INFORMATION

Shipping Method
Payment Terms

Freight Terms

ADDRESSES

Bill To Address

Detail Amount B
Ship To Address () Discount (%) [}
Ship To Address - () Discount

Pre-Freight Amount 8@

(+) Freight Amount
(+) Total Tax B
Total Amount @

When a Quote is created from an Opportunity, the Products and Services associated
with the Opportunity are automatically added to the Quote. When an Order is
generated from a Quote, all products and services are also kept, and the Quote can
be left open or closed.

Information stored with the Quote includes various dates as they relate to the Quote
processing. These include effective from and to dates. It also stores Bill To Address
and Ship To Address. Ship to Address can also be defined by product or service.

Other entities that can be associated to a Quote include the Customer, as Account
and/or Contact, Competitors, Products and/or Services, Opportunity, as well as
customer Addresses. Within a Quote, we can track Notes and associate Attachments.
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The order Entity

The Order entity is in fact a Quote that has been accepted by a customer. They can be
created from a Quote, or directly as a new Order.

The following screenshot presents the standard New Order form in Dynamics CRM:

Hew Order

I sAVE ' SAVE & CLOSE

ORDER

Statu; Ovme
New Order = - .
«Summary A
Oirdler 1D * "] PRODUCTS
A m Pt rice er iantit n tended Amon 5
an Dula
Potential o
DESCRIFTION

]

Detail Amwunt
) Discount (%) f=1

) Miseoant

Por Freight Amount B

Active

Ship To Address

L+) Freiqht Amnant
(+) Total Tax

Total Amount
Address

(O ]

T

The Order form is quite similar to the Quote form, and allows us to track
similar information as the Quote, as well as has the ability to associate the
same related entities.
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An Invoice Entity

An Invoice represents an Order that has been processed and billed. The standard
New Invoice form in Dynamics CRM looks like this:

Microsoft Dynamics CRM

New Invoice = e e

« Summary N

] FRODUCTS SALES INFORMATION

SHIFPING DATES
SHIPPING INFORMATION

ADDRESSES

Just as Orders and Quotes, the user interface presents similar information and the
ability to associate Products and/or Services. When an Invoice is generated from
an Order, all the Order details are prepopulated on the Invoice. They can later be
adjusted before marking the Invoice as Paid.

The Competitor Entity

The Competitor entity stores details about another organization offering similar
Products and/or Services. This allows us to associate a Competitor record
throughout the sales cycle. In addition, we can store details about the competitor,
including listing of their products, competing directly with our products, sales
literature, and any other sales materials.
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The following screenshot depicts the standard New Competitor form in
Dynamics CRM:

. . _ _ NicolaeTarla
Microsoft Dynamics CRM | = sales | v Competitors | v  New Competitor (D Search CRM data L2 B sy ol
B sAavE  E'SAVE&CLOSE = NEW FORM EDITOR a A
COMPETITOR
N ew CO m peti’[or Ticker Symbol Reported Revenue
<COMPETITOR ~
Name* | POSTS  NOTES STRENGTH
Vou must provide a value for Name. Enter post here poST N
a ! Canadian Doll
urrency enadian Hotar Both Auto posts User posts
Address
WEAKNESS
< OPPORTUNITIES
Topic Potential Cust...  Status Est. Revenue Est. Close Dat....  Actual Revenu... Owner
v
H

These competitors can be categorized and the details can be recorded on each
competitor's strengths and weaknesses along with their profile. All this data
collected allows sales representatives to make more informed decisions on each
Opportunity, in order to increase its potential.

One or many Competitor records can be associated with every Opportunity.

In a way, even though it is being captured differently, a Competitor can be viewed
as another Account. In fact, an organization can be both a Competitor and an
Account (customer). The reason such an Account is captured as a Competitor

is to provide the ability to track various other information specific to the role

of a Competitor. These include strengths and weaknesses, as well as related
Opportunities where this Competitor is involved in the sales process.
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The Product Entity

Part of the Product Catalogue entity, the Product is a record representing an
individual Product or Service offered to customers. Products can be associated
with Opportunities, Quotes, Orders, and Service Cases.

A product can contain associated sales materials, as well as details about
competitor offerings.

The following screenshot shows the standard New Product form in Dynamics CRM:

. X _ . _ Nicolac Tarla
Microsoft Dynamics CRM Sales | v Products | v New Product Search CRM data 0 B nimynewdemo o3

B SAVE [ SAVE & CLOSE  EE FORM EDITOR

PRODUCT

Product: = st

“«SUMMARY "

Name * -

Product ID* - Unit Group *

Parent - Default Unit* 8-
Valid From - Default Price List © a -
Valid To - Decimals Supported ™

Description - Subject

4« PRODUCT PROPERTIES

Name Base Property Data Type Read-Only Required Hidden Default Value

<« ADDITIONAL DETAILS v

Draft

As part of the Product Catalog, a Product can have one or more pricing models and
discount lists associated.

Based on user permissions, Products can be created, updated, disabled, or deleted.
It is not recommended to delete any product records, because they are already
associated with older Opportunities, Quotes, Orders, and Invoices, and removing
them would break the integrity of the data. Always disable products rather than
delete them.
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Products can be configured in a hierarchical relationship. This hierarchy can be
visualized, as described by the following screenshot:

PACOUCT

Office 365 Suite (sample)

] Office 365 Suite (ssmpl
Office 385 for Enterp
Office 365 for Midsiz
Office 365 for Small |

Oifice 355 for Small £

Office 365 for c
Enterprise
Product 1D Office 385 for Enterpr...
Product Structure Product Bundie
Unit Standard User [sample)
Status Draft o

Office 365 for
Small Business

Office 365 for c
Midsize Business

Offace 355 for Midsz...
e Product Bundle
Uit standard User (sample) Unit

Status Draft ; Status

Draft

Office 365 for Small B...
Product Bundie
Stanclard User (sampile)

o

In addition to hierarchical relationships, products can also be grouped in bundles.

A bundle is a grouping of products sold together, usually at a discounted price
compared to the total cost of each individual product.

PRODUCT

I} Waeming: A defoult price Fist has not been set.

«SUMMARY

Office 365 and CRM Online: Enterprise (sampie)

iffice 385 and CRM Onling: Enterprise (sampie)

Name *

.

BUNDLE PRODUCTS

Associated Prodiuct Properies Quanting Un
i € L S 100000 St
1 Shacef % Customize

15 Lync Oriie (sa

riine: Entérpeise (sample]

18 Office Desktop for Midsize & Enter... %

Dhvaft

]
100000 Standard User [1ample)
100000 Standard User (sample)
100000 Standacd User [samphe)

100000 Standard User (sample)

Bundle: Office 365 and CRM Online... -=

Unit Grewp ® B Buniness User (sampie]

Standised User (sample]
Defauit Price Lt *
Decimals Supported * a

Required

Requaed

Requeed

Seatis”™

Draft
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When looking at the generic view for Products, Families, and Bundles, each category
is clearly represented by the icons preceding the Name.

ﬁ Office 365 and CRM Online: Midsize (... Office 365 and C...
ﬁ Office 365 and CRM Online: Enterpris...  Office 365 and C...
(@ &n Office 365 Service (sample) Office 365 Servic..
rﬁ.ﬁ. Office Desktop (sample) Office Desktop (...
= ﬁ. CRM Service (sample) CRM Service (3.

i ﬁ. Exchange Online (sample) Exchange Online...
i .ﬁ. SharePoint Online (sample) SharePoint Onli...

The Sales Goal Entity

The Goals configuration and tracking process allows managers to monitor progress
against targets. Taking advantage of the goal management processes across Sales,
and other business aspects allows for better planning and growth of the business.

Goals in Dynamics CRM can be created in a hierarchical structure, and can be
rolled-up from individual users to the team and department level. This allows for
greater visibility into the success of certain new initiatives and regular processes
and regions.

A Goal entity interacts directly with two types of user records:

* The goal manager as the record owner, with rights to update and modify the
goal properties
* The goal owner is the user that has to meet the goal targets

In addition, the Goal is set for a certain period of time, either mapped to a fiscal
period or a custom arbitrary period.
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The following screenshot shows the standard New Goal form in Dynamics CRM:

Goal : Informaticn

General

Time Period
Targets

Child Goals
Actuals

‘Goal Criteria
Motes

Related

4 Common
@) Connections
& Audit History

4 Process Sessions

[E] Real-time Processes

G Background Processes

Goal
New Goal

4 General

Name *

Parent Goal

Goal Owner ™

4 Time Period

‘Goal Period Type

Fiscal Peried Quarter 4
From 104172015
4 Targets

Target (Money) 5

Target (Integer)

Target (Decimal)

4 Child Goals

v Name

0-00of 0(0 selected)

4 Actuals

Actual (Money) s
Status Active

() Custom Period

@ Goal Metric®

& Manzger*
@) Fiscal Period
ﬂ Fiscal Year
[E v] To

Stretch Target
{Money)

Stretch Target
(Integer)

Stretch Target
{Decimal)

Goal Owner Target

Percentage Achieved

& Nicolae Tarla

FY2015

12/31/2015

Percentage Achieved

=

Actual'P

Page 1
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Sales Processes

Business Process Flow is a new feature introduced in Dynamics CRM 2013 and
greatly enhanced in the following versions. It allows the system user to follow a
predefined business process to completion, and to track progress in a visual way.
On an entity form, they are represented through the visual representation at the top
of the form. We have already seen these on the Lead and Opportunity entities.

The following screenshot depicts the standard Business Process Flow graphical
interface, as seen on the default New Lead form:

LEAD

— Lead Source Rating Status Oumer”
NeW Lead - - Warm New & NicolaeT.

On a default base installation of Dynamics CRM, two sales processes are included as
part of the sales module. They are as follows:
* Lead to opportunity sales process

* Opportunity sales process

Lead to Opportunity Sales Process

This Business Process Flow guides the user through the qualification of a new Lead
into an Opportunity record.
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The following screenshot shows part of the Lead to Opportunity Sales Process

customization form:

BUSINESS PROCESS FLOW

Details

Lead to Opportunity Sales Process

Stage Name *

Qualify

Entity *
Lead

Stage Category
Qualify

Step Name

Existing Contact?
Existing Account?
Purchase Timeframe
Estimated Budget

Purchase Process

Value Required
Existing Contact?

Existing Account?

Purchase Timeframe

Budget Amount

Purchase Process

Select relationships

Stage Category
Develop

Identify Competitors

Identify Decision Maker Decision Maker?
Capture Summary Description
+ Insert stage £ Add branch

Stage Name *

Develop Step Name Value Required
Customer Need Customer Need

Entity *

Opportunity Proposed Solution Proposed Solution
Identify Stakeholders Identify Customer Contacts

Relationship

Identify Competitors

+ Insert stage £ Add branch

Stage Mame *
Propose

Entity *
Ooportunitvy

Step Name
Identify Sales Team

Develop Proposal

Value Required
Identify Sales Team

Develop Proposal

This process defines the data needed to be captured on a Lead in order to qualify it.

The preceding screenshot lists the data fields needed.
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Opportunity Sales Process

This business process defines the stages to qualify an Opportunity. Just like
the previous business process described, the fields required at each stage
are highlighted.

The following screenshot shows part of the Opportunity Sales Process
customization form:

BUSINESS PROCESS FLOW

Opportunity Sales Process

Details

Stage Mame *

Qua | Ify Step Name Value Required
X Identify Contact Contact
Entity *
Opportunity Identify Account Account
Purchase Timeframe Purchase Timeframe
Stage Category 3
Qualify Estimated Budget Budget Amount
Purchase Process Purchase Process
Identify Decision Maker Decision Maker?
Capture Summary Description

+ Insert stage £\ Add branch

Stage Mame *

Develop Step Name Value Required
i Customer Need Customer Need
Entity *
Opportunity Proposed Solution Proposed Solution
Identify Stakeholders Identify Customer Contacts
Relationship
Identify Competitors Identify Competitors

Select relationships

Stage Category
Develop

+ Insert stage £ Add branch

Stage Mame *

Propose Step Name Value Required
i Identify Sales Team Identify Sales Team

Entity *

Opportunity Develop Proposal Develop Proposal
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Sales Literature

In Dynamics CRM, the Sales Literature is comprised of individual sales attachments.
Each attachment has one or more Keywords, an Author, and a Title. It also includes
an abstract.

The Sales Literature is a repository driven by metadata. The Subject field allows
you to associate each document to a specific topic defined in a taxonomy. Defining
a clear, concise, and correct taxonomy from the get-go will help a lot in building a
well-structured library and in providing increased value to your staff.

Each item in the Sales Literature repository can be associated with one or more
Products and Competitors. They can then be retrieved and forwarded to Customers.

The New Sales Literature form looks like this:

Nicolae Tarla

Microsoft Dynamics CRM| =  soles | v salesliterature | v New Sales Literature kD) o [ S ———

Hsave E'savEaclose = NEwW  EE FORM EDITOR Al X

SALES LITERATURE

New Sales Literature =

Expiration Date Employee Contact

INFORMATION SALES ATTACHMENTS PRODUCTS
Title " o | Title ModificdOn | File Name Name P

You must provide a value for Title,
Type Policies And Procedure

Description

COMPETITORS

Name 1

When creating Sales Literature, an Expiration Date can be defined on each record,
so that the information captured becomes obsolete and unavailable to be referenced
after a specified date. In addition, an owner responsible for maintaining this record is
defined in the Employee Contact field.
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The Sales Dashboards

As part of the Sales module in Dynamics CRM, Microsoft has introduced a set of
Dashboards specific for Sales staff. They are as follows:

* Sales Activity Dashboard

* Sales Activity Social Dashboard

* Sales Dashboard

¢ Sales Performance Dashboard

Let's take a look at each dashboard and see what the difference is.

Sales Activity Dashboard

Sales Activity Dashboard consolidated the day to day data required by a sales
representative to complete his regular tasks. It includes charts representing the sales
pipeline, a view into open Leads, top opportunities and customers, as well as a view
into pending activities.

Sales Activity Dashboard ~

Sales KPls

Gales Fipeling Leads by Source

My Open Leads
My Opien Oppariaritie

-M -

Top Oppartunities Top Customers
My OpenOnportunies My Ciosed Dpportunities inCurent Flscst Vesr

& orders of Froduct., - Litware, Inc, .

wit be ordering b... | DD E & oam corpo.. [
B ticeds to resock oo | NN . Fouth Calfer..

| PREp— |
wery likely will or... _ Adventure Work.., _
B -Cuanity B 2Oeveiop M JoPropose
; /l.‘_(lll\:l II.\:HJ |l:-(HINl.DZ! 1o, I)Iilll 0a
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All data represented on this dashboard is data relevant to the current logged in sales
representative. This is also called security filtering, and only presents dashboard
information that the current logged-in user has permission to see. We will review
security and ways to restrict access to only specific data in a later chapter.

This dashboard is also a good starting point for a sales representative logging into
the system. Besides having visibility into graphical representations of various Key
Performance Indicators (KPIs), the bottom of the dashboard also presents a listing
of the activities that need the user's attention. The sales representative can now start
working and closing these activities.

Start Diste

V2972015 500 AM

1173072015 500 AM

Sales Activity Social Dashboard

Sales Activity Social Dashboard takes from regular Sales Activity Dashboard
most of the same data representations, but it adds the what's new section. Here, we
can define the types of records to follow, as well as the type of posts based on who
generated them.
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Sales Activity Social Dashboard ~

' A
— what's new -
My Ouen Cuportunities Erter post here Lol
M records = | Both Auto posts User posts [ &)
Upgrade Instructions
Delrgated Admin seeated Lipgrade Instrarticns
On Upgrade nsruetians's wall
Yesterday
Return Authorization
Dielegated Admin created Return Autharization
Un Return Autharization's vwall
Yesterday
Grder Shipging Time
Delegated Admin ceeated Order Shipping Time
Ori Order Shipping Time's wall
Yesterday
;i Shipping time information (sample)
3‘, Cases Clased by Delegaled Admin for Account Contose Phasmaceuticals (sample),
i Sheppaing b indormaticn (sampie]'s wall
Vesterdsy
Delivery never arrived (sample)
Q‘, Case Clased by Delegated Admin for Account Alpine $45 House (samphel.
Or Diefivery rever arived (sampiel’s wall
Vesterday
g  Opealing manual sequired (sample)
&, Coses Clased by Driegated Admin far Account &, Datum Corporation (sample).
B 1 Cuslty [N 2Develop W 3Propose Ori Cperatine manual requined {sample]'s wail
Vesterday
. Product catalog requested (sample) W
2 | Caves Closed by Delegated Admin for Account Fourth Colfee [samplel.

wads by Source Top Oppartunities Tap Customers

This dashboard allows greater interaction between sales representatives within
the organization.
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Sales Dashboard

The standard Sales Dashboard is less focused on charts and visual elements. Instead,
it digs right into the data, and presents listings of Activities, Open Opportunities,
Open Leads, and Active Accounts. We also get a look at the sales pipeline, as well as
a view of the top customers by Opportunity Revenue.

Sales Dashboard ~
My Activities v T W My Open Opportunities o -
o Sea cords o o
Subject Est. Clase Dat Topic
Task w Follow-up with
Task Evalunticn Pian agreed upan (zample} 2 Store is expandi
Phane Call Likes same of our new products (ssmale} Very ety will order 18 Product SKL 11202 this year | & Yeonne Mckoy (samaple) Mew store cpen
Phiane Call availalsit They sell mariy af the same fems that we do - need b 5 a Stublberod {ssmple) Maled an intere
Phane Call Call the customer with relevant infermatian {sample} Will bie nrdering aheat 110 items of all types (sample) 6. Mancy Anderson (sampie) Hew stare open
Phane Call Call bk 10 the problem (sampi] Maris Campbell [sample} Interestad in cn
Task Ak Reggianal Manage to Call Back [sample) Peter Houston [sample) Goad prospect |
Phane Call Call back tn understand the request (sample) huan Knmashinsky {sampie) Interested in ou
< > < 2> < >
t-Baf M M oA Paget b 1.8e10 4 Pagel B
My Active Accounts + 0O
L Sales Fipeling Top Customers
MpinPoae My OpenOpportunities My Closed Opportunities inCurrent Fiscal Y
o158
ne Werks (sample] 555.0152
Aipiin ouse (ssmple) 555-0157
Blue Aslirres, (sample) 5550154
City Perarer 8 Light {rample] 555.015%
Coho Winery (sample] 555-0155
Contuso Plarmaceuticats (sample) 450156
Fabrikam, Ine. (sample) 555.0153
ooy B 2Cewwp B 3-Propose
< >
-Barin W oAPaget b

Sales Performance Dashboard

Sales Performance Dashboard focuses less on the sales data, and more on
aggregating it to produce reports on Goals, total view on deals, and the progress,
as well as a Sales Leaderboard.
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Sales Performance Dashboard ~

Sales Pipeline Goal Progress (Money)
My Goals for This Period
Open Opportunities

400,000

: o
300,000

A
200,000
§25,000.00 100,000

o Goal for 04(5a...

Mame

© Target (Money)
A Today's Target (Money)

$55.000.00

$36.000.00

B 1-Cualify M 2-Develop M 3-Propose

This dashboard will come in handy when comparing your sales staff performance
against goals and other sales representatives or teams.

Sales Reports

A default installation of Dynamics CRM will include a set of reports to get you
started. There are reports for each module of the application, as well as general
reports spanning across data from multiple modules.

When working with reports, in most cases you will end up customizing your own
reports. The default ones provided are presented as guidance, but they can, on
certain occasions, be useful with no customization.
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The standard reports revolve around Accounts and Contacts, as well as Activities,
Leads, Sales History and Sales Pipeline.

The Dynamics CRM platform allows for various ways to report on data. Starting
from aggregated and filtered data presented in views, and continuing with charts,
the dashboard, and wizard-driven reports, the platform's capabilities are quite
extensive. Add to that the ability to export to excel and perform further analysis,

on using Dynamics CRM as a dataset for Power B, and all of a sudden you can start
creating some very fancy visualizations.

For special circumstances where none of the preceding options are sufficient, we still
retain the ability to build specific SQL Server Reporting Services (SSRS) reports.
The method varies between Dynamics CRM Online versus On-Premise, but at this
point a developer should be involved in the process.

Marketing features

While the Sales module is logically separate from the Marketing one, certain features
from Marketing are exposed here. As such, a sales representative has the ability

to create his/her own marketing lists, and to generate quick campaigns. This is
meant to allow sales staff to contact a group of customers at a time, and track this
interaction within the system. This functionality is on top of the regular direct
customer interaction, and is being tracked in the same way as any other customer
contact.

CRM Service module

The Service module includes a set of powerful features in Microsoft Dynamics CRM,
allowing service users and managers to manage and track customer complaints and
service activities, as well as customer interactions within your organization.

The Service module can be looked at from the point of view of service management
and service scheduling. The management aspect deals primarily with managing
service tickets. They are called Cases within the context of Dynamics CRM. The
other aspect, scheduling, provides the ability to schedule resources for customers.

Starting with Dynamics CRM 2016, a new feature specific to Service is the
introduction of the Interactive Service Hub. This is a first kick at the can at making
Dynamics CRM behave a lot more like a desktop/mobile application rather than a
web application.
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Interactive Service Hub

The Interactive Service Hub is an entirely new way to look at Dynamics CRM as a
whole application. For those that have used the mobile application, this will look
relatively familiar. The reason is because this experience is based on the Mobile
Client Application (MoCA) client. This is the mobile client previously used and
made available for tablets or as a modern application.

Microsoft Dynamics CRM | = Semvice | v Dashboards | v

Help Center

Sernvice

My Work Customers Service

g Dashboards E Accounts E Cases
Activities m Contacts Oueues
E Social Profiles Knowledge Articles

While the navigation resembles the familiar navigation of the platform, this is where
the similarities end.

This being the first attempt at this, you will find that not all the features available
in the standard Service module are available in the Interactive Service Hub. This
is a lighter version of Service, but don't be fooled, the value of using it is there.
Starting with the Dashboards, we are offered, by default, Tier 1 and Tier 2 Service
dashboards, as well as Knowledge Management dashboards.

[71]



The Dynamics CRM Application Structure

The new dashboards are now a lot more interactive and more visual than before. The
information is now presented in the format of cards, with the ability to add global
filtering and sorting and to interact easily with each card individually or in bulk.
Yes, from the dashboard, you can select a few cards and perform the same action

on all of them at once. Depending on the entity type behind the card, the action

will vary accordingly.

My Active Cases

B 14 Modified On
DELETE | APPLYRO.. | ASSIGN | ..
Normal n Progress  Micolae Tarla

Average order shipment time (sample)
Litware, In... 12/1/2015..

High n Progress  Micolae Tarla

Complete overhaul required (sample)
Paul Cann... 12/1/2015...

In addition, these dashboards can be switched from a card-like experience to a more
visual tile-based experience.

@ Tier 1 Dashboard v ¢| Y This Week 11/30/2015 - 12/6/2015 +

14

My Tasks

14

My Active Cases

3

My Resolved Cases

My Draft Emails

My Received Emails

[72]



Chapter 2

Working on a specific record, the user experience is also enhanced. Concepts such
as the Timeline, which is based on the former Activity Feed, or the Related area
make it a lot easier for the user working with this record to get quicker and better
visibility. The tiled layout is better spaced and is also more suited to touch. Tabs are
back at the top of the record, with easy access to sections such as DETAILS, CASE
RELATIONSHIPS, and SLA (Service Level Agreement). The Business Process Flow
is also visually improved, showing only as a narrow line with minimal screen real
estate usage, and only expanding the selected steps when clicked on.

_ — Nicolae Tark
Microsoft Dynamics CRM | =  Semvice | v Cases | v Average order shi.. |w O ® P nl';:’:wdz;n
1 | Z,
@ Average order 5h|pment time (sample) I* SAVEEROUTE + NEW £, CREATE CHILD CASE - MORE
SUMMARY
¥
RSl e
‘GENERAL INFORMATION TIMELINE ]
< + AT Resolve
Litware, Inc. (sample)
CTETEE I R e c) Call the customer with relevant information (sample) Ve
555-0151

Schedule an appointment with the customer. Capture _ =
@ o preliminary customer and product information. Generate o

letter or email using the relevant template. Assign to the
relevant team.

STATUS CASE TITLE

Priority Created On Resolved Product damag...
State Open
Naormal 12/1/2015 11....
Created By Nicolae Tarla . 12, Active Average order ...
Status Owner *
In Progress Nicolae Taria T; Average order shipment time (sample) 1-272 Page 1
Case: Created by Delegated Admin for Account Litware.
On Average order shipment time (sample)'s Wall
ENTITLEMENTS <
Case Title * Average order... 12/1/2015 7:55:15 P
8 o CAS-00000-R7... ENTITLEMENT NAME 1 REMAINING ~
Subject Information < >
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In addition to this core Service functionality, the Interactive Service Hub finally
brings the ability to create and manage Knowledge Articles. This is separate from
Sales Literature existing on the core platform, and brings in features such as out of
the box versioning, approval processes, metadata for articles, and an enhanced editor
with support for formatted articles that now can also include images. This is a very
rich editor similar to that of many CMS systems.

@ Upgrade |nstructions + NEW &, ASSIGN 7 CREATE MAJOR VERSION -+~ MORE
CONTENT
v
1/3(3) TIMELINE
+
Major Version Number * Minor Version Number * < B
1 0 —Q Upgrade Instructions
N Delegated Admin created
Language * Status Reason Upgrade Instructions
On Upgrade Instructions's Wall
English - United States Proposed

ARTICLE CONTENT

Title * Upgrade Instructions

Keywords + Upgrade Instructions

Description

CONTENT

KA
'3

Font v Szev |B [ Ua| A-2-| Ei=aE BE | Eidee

The Interactive Service Hub can be accessed at the URL of your organization
followed by engagementhub . aspx. This translates to the following URLs
depending on the type of environment you use:

For Dynamics CRM 2016 On-Premise, the URL will be:

httpls] ://<ServerName>/<OrganizationName>/engagementhub.aspx
For Dynamics CRM 2016 Internet Facing Deployment (IFD), the URL will be:
https://<hostnames[:port] /engagementhub.aspx

And for Dynamics CRM 2016 Online, the URL will be:

https://<Name>.crm[#] .dynamics.com/engagementhub.aspx
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An important note about the Interactive hub is that, due to the fact that

% it is using new technologies and concepts around local client storage
s and caching, in order to use it, you must have a modern browser and

you cannot use private browsing.

Service Entities

Just like with the Sales module, the Service module contains specific Service
entities, as well as shared entities. The Service specific entities are explained
in the following section.

The Case Entity

The Case entity represents an incident or a ticket logged in the system as it relates to
a customer. The system users create Cases to track a request, problem, or question
from an existing customer. This entity is also the central point to track all future
communications and actions performed while handling the request until completion.

The Cases tracked in the system can be in one of the following states: Active,
Resolved, or Cancelled.

The following is a screenshot of the standard New Case form:

L SAVE&CLOSE B4 SAVE&ROUTE + NEW [JSAVE # EDITPROCESS FORM EDITOR A X
CASE
N C Priority Created On Status Owner™
eW a Se = Normal a. In Progress & Nicolae T

identiy (Acive) > Nt Stage

Find Customer ™

Find Contact

Find Case

4Summary ~
CASE DETAILS POSTS ACTIVITIES KB RECORDS NOTES
- All Entities - | Add Phone Call  Add Task h
Case Title [

You must provide a value for Case Title, , ) .
' We didn’t find any activity records.
Subject
o X
Customer
Origin
Contact
Entitiement

Product

DESCRIPTION
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Starting with Dynamics CRM 2013 Service Pack 1, now we support the ability to
relate Cases hierarchically. This allows for better organization of the data, and easier
management of Cases by users.

* Only one level of hierarchy is supported. A Case cannot be associated
% with another Case, if in turn, it is associated with another one. On child
s . . . . .
Cases, the view into child Cases is not available.

You can associate up to 100 child Cases with a parent Case.

When closing a Case, a case resolution activity is created, which stores details about
the reason for closing, the duration, and the billing status.

Contracts Entity

A Contract is an agreement with a customer to manage support services to be
provided. It defines either a specific number of Cases, or a set period of time to be
provided for support. Thus, the Contract defines the type and level of support a
customer will receive.

Contracts can be created for existing and/or new customers. They must be related
to either an Account or a Contact entity. And this is how the standard New Contract
form looks in Dynamics CRM:

. . _ _ Nicolae Tarla Y
Microsoft Dynamics CRM | = Sewice | v Contracts | v New Contract [ JE—— o] ?
HSAVE [ SAVE& CLOSE =4+ NEW FORM EDITOR al X
CONTRACT
N C .t t Created On Status Reason Owner*
ew ontract = a- Draft & Nicolae T
4 General ~
Header ACTIVITIES NOTES Contract Lines
. . . 4
Contract ID 8 All Entities Add Phone Call  Add Task Title Product

Contract Name ™® Q| .
. We didn't find any activity records.
You must provide a value for Contract Name.

Contract Address
Contract Start Date ™
Contract End Date *

Duration In Days a -

Contract Type Billing Information

Discount Amount Bill To Customer ™
Service Level Gold Bill To Address

Billing Start Date
Billing End Date
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The contract is registered in the Dynamics CRM system as a Draft until it is invoiced.
While a Contract is a Draft, it can be updated, and the template used can be changed.

Once Contract is marked as Invoiced or Active, all changes to the Contract are saved
as New Contract, associated with the original Contract.

Queues Entity

Queues are used within Dynamics CRM to organize, prioritize, and monitor a user
or a team's work. In conjunction with routing workflows, queues play an important
part in automating standard business processes and improve efficiency.

From an underlying point of view, Queues are comprised of Queue Items. Each
Queue Item is a record pointing to an existing system entity. For example, you can
have a Queue holding various Cases. Each Queue Item would point back to an
existing Case. Queue Item can point to a Task, Email, or Case. In addition, all new
custom entities can be enabled for queues.

A queue can hold more than one entity type. Thus, a queue can hold
s Task and Cases together.

Each system user gets a personal Queue associated with the respective user profile.
In addition, new Queues can be created, and they can be either private or public.

Services Entity

The Service entity represents work to be performed for a customer. It is defined by
the date and time, duration, name, resource(s) assigned, and other fields as needed.

The Service appointment works in conjunction with the Service Calendar and
the resource calendar, along with other factors to determine the resource ranking
and availability. This entity is used in creating scheduled activities, and works in
conjunction with resources, equipment, and services offered.
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The following screenshot shows the New Service standard form in Dynamics CRM:

Senvice : Information

|: Genera l% |

= New Service
Required Resources

Service

Required resources have not been selected for one or more selection rules. To complete the rules, dick Reguired Resources.
Related

4 Common 4 General ~
& Audit History
* nitial St - arvi o
4 Process Sessions Mame I*ma Status Reason | Reserved J
Description
Scheduling
Default Duration ™ 1 hour A
Start Activities Every 15 minutes bl
#
Beginning At 8:00 AM i

4 Required Resources

Common Tasks = ‘ﬁ. Choose 1 From The same site From <) Click to select Quantity>
“5p Add a Selection Rule
Click to add Resources, Resource Groups or & Selection Rule
Define the resources required to
schedule this senvice

E}; Add Resources

Starting with Dynamics CRM 2016, Microsoft has acquired FieldOne and has started
to integrate the FieldOne Sky service as an additional offering for extensive field
service functionality. The added benefits of this solution can justify the additional
cost for certain customers, but for many scenarios, the out of the box functionality
provided around service and scheduling calendars can be sufficient. We will take a
closer look at the added functionality of FieldOne Sky in a later chapter.

The Calendar Entity

The Service Calendar is the representation of all Service records created, based
on resources and equipment availability, and the duration of a service activity.
The Calendar entity is aggregating the Service data with holiday schedules and
business closures, and presents availability for scheduling new service activities.

Calendars are related to Calendar Rules, which define duration and availability,
recurrence, and start/end times. These rules can be ordered and ranked to
determine precedence. Rules can overlap.
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Goals Management

Just as the Sales module, in the Service module, goals can be configured for users.
While these goals will probably not deal with sales amounts, unless upsells are
counted, they will most definitely deal with the scope and number of service calls
handled, as well as possibly with Service Level Agreements (SLAs).

Just like before, Goals are being set up for users, rolled up at a team level, and must
be configured for a specific duration.

Goals can be related as parent/child goals, and the results will be automatically
rolled up.

Service Processes

With a default Dynamics CRM deployment, for the service module, we only get one
predefined Business Process Flow. This is the Phone to Case Process.

The Business Process Flow for the Phone to Case Process looks like this:

BUSINESS PROCESS FLOW

Phone to Case Process

Details

Stage Name ™

Identify Step Name Value Required
X Find Customer Find Customer

Entity *

Case Find Contact Existing Contact?
Find Case Find Case

Stage Category

Identify

+ Insert stage £ Add branch

Stage Name *

Research Step Name Value Required
Similar Cases Similar Cases

Entity *

Case Assign to Others Owner

Relaticnship

Select relationships

Stage Category
Research

+ Insert stage £ Add branch

Status: Active
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This process lives on the Case entity, and handles the standard approach to solving
Cases through three standard stages.

This Business Process Flow created in the preceding wizard will be displayed on a
New Case form as follows:

CASE
Status Cuwner™

N C Priority Created On
ew dse = Normal a- In Progress & Nicolae T.
Find Customer * click to enter
Find Contact click to enter
Find Case click to enter
4 General A~
CASE DETAILS POSTS ACTIVITIES KBRECORDS NOTES

Service Dashboards

For the Service aspect of the business, just like for Sales, dashboards are an
invaluable resource to present data to the system users in a variety of ways.
By default, the Service module comes with five standard dashboards serving

various roles.
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Customer Service Representative Social Dashboard

As an aggregation of Case details, listing of activities and the social component
presenting real time posts from various records, Customer Service Representative
Social Dashboard is the default dashboard for the Service module.

12205 il

Case Mix by Incident Type

All Cases

H
o Hm
] 2 2 8
= g Tt o 2
) 2 5 3
Z T & 7
g 2
2
Subject

Case Resolution Trend (By Day)

Cases Resolved inthe last 7 days

25 -
24
20
15
10
5
0 -
12/1/2015

Day {Modified On)

Customer Service Representative... ~
Cases by SLA Status Over Week
My Active Cases
T
= 10
3.
£ 5
3
Y o] e B e e [
S&8E52 8828 %
S 2258243
Day (Created On}
W In Progress
Case Mix (By Priority)
Active Cases
14
12
12
Z 0
=
R 4
6
3 4
2
] 5
High Low Normal
Priority

B CountAll (Case] == Avg (Time SpentiCase))

what's new =
|

Allrecords + | Both Auto posts User posts

o~ Yammer in 0365 Issue

# Case: Associated as Child Case to 0365 Subscriptic
by Nicolze Tarla.

On Yammer in 0365 Issue’s wall

Today

#~ Yammer in 0365 Issue
:.“’ Case: Created by Nicolae Tarla for Account A. Datu

(sample).
On Yammer in 0365 Issue’s wall
Today
0365 Subscription Service Issue
8% Case: Created by Nicolae Tarla for Account A. Datu v
My Activities + +
Search for records 2
Activity Type Subject
Task Schedule an appointment with customer (sa
Task Evaluation Plan agreed upon (sample)
Phone Call Likes some of our new products (sample)
Phone Call availability of Product catalogs (sample)
Phone Call Call the customer with relevant information
Phone Call Call back to understand the problem (sampl
Task Ask Regional Manager to Call Back (sample)
Phone Call Call back to understand the request (sample
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Customer Service Representative Dashboard

As a trimmed down, down to the meat and potatoes of Service, the CSR Dashboard
strips out the social aspect and focuses entirely on the data a service representative
will need to work with on a day-to-day schedule.

Customer Service Representative... ~

Case Mix (By Origin) Cases By Priority (Per Day)

My Active Cases My Active Cases

5

CauntAll (Case)

| . ] N |
11/22/2015 11/26/2015 11/28/2015 11/30/2015 12/4/2015
11/25/2015 11/27/2015 11/28/2015 127172015

Day (Crested On)

I (blank) [ Email [ Phone Web BN Low W Normal MM High

Case Resolution Trend (By Day) Goal Progress (Count)
My Resolved Cases My Active Goals

.
25 n

24
20
15
- s o & o
B Goal foP01(5a.. Goal foPQ3(5a..
o Goal for Q2(5a.. Goal for Q4(5a..

2/1/2015 Name
Day (Modified On)
© Target (Integer) I in-progress (integer) [ Actual (Integer)
B CountAll (Case) == Avg (Time Spent(Case)) A Today's Target (integer)

It focuses entirely on the Case types, various categories, resolution performance,
and goals, as well as the activities in the service representative's queue.

Customer Service Performance Dashboard

The Performance Dashboard focuses primarily on the service representative's
performance against SLAs, and looks at Case mix and trends. It is a charting
dashboard giving a quick overview of the current status.
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Customer Service Performance D... ~
Cases by SLA Status Over Week Case Mix (By Priority) Active Cases by Agent
Active Cases Active Cases Active Cases
14 30
T iz 2
w0 2 25
= T
. £ 10 )
3 tos <
< o z 15
= -
o E [ £
B g 10
g 4 -
2 5
Day (Created On) 0 0
High Low Normal Nicolae Tarla
I In Progress Priority Owner
Case Mix by Incident Type Case Creation Trend Case Resolution Trend
Active Cases All Cases Resolved Cases
6 . 10
g° 4 4
£y T 10 8
o 3 S -
= = ]
Zg 2 2 = : @
S I I . : : i
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I ., Hm ] $
5 2 s £ 3 = . F 2
2 Z s £ 9 3 2 &8 2 =2 2
&5 2 ¢ § 8 2 & z
z = = = =z = o -
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Subject Day (Created On) Day [Modified On)

Customer Service Operations dashboard

The Operations Dashboard is analyzing Cases by origin and priority, and structures
data by owner and priority. The Leaderboard section looks at Cases across the
current team.

In addition to Case-specific diagrams, this Dashboard also includes information
about Articles in the Knowledge Base, and their status.

Customer Service Manager dashboard

The Manager dashboard combines the social aspect of notifications with generic
information across the whole team. Sections of this dashboard present views into
Cases by agents, team, queues, and priority.
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Service Reports

Just like the other modules, the Service module presents us with a set of standard
reports. These include, but are not limited to, reports around Activities,
Case Summaries, and Service Activity Volumes.

A large variety or additional reports can be customized in various ways. More
information on reporting customization can be found in Chapter 6, Dynamics
CRM Administration.

CRM Marketing Module

The Marketing module completes the set of modules provided with the Dynamics
CRM platform. This module is targeted at marketing professionals, and provides
them a solid set of tools for retaining existing customers, attracting new ones, and
expanding the business.

This module fits in nicely with the Sales module, as it allows you to track the
generation of Leads from specific campaigns.

Marketing Entities

As part of this module, the main entities revolve all around customer
communication. We have management of Marketing Lists, Campaigns, and Quick
Campaigns. They all work in conjunction with base system entities such as accounts,
contacts, leads, and even sales literature.

Marketing Lists

The Marketing List is the foundation of any marketing campaign. It is a collection of
customers grouped on specific criteria.

Marketing Lists can be created in Dynamics CRM in two ways. They can be static
or dynamic. A static Marketing List is a list that once created, remains unchanged
until a system user performs the changes manually. On the other hand, a dynamic
Marketing List is a list that is generated based on a condition. On each refresh of the
list, the condition is applied as a filter across all records, and the list is regenerated.
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The standard New Marketing List form in Dynamics CRM looks like this:

Microsoft Dynamics CRM | = Marketing | v Marketing Lists | v New Marketing List
EHsave p'save&close 4 NEw  EEl FORM EDITOR A X
MARKETING LIST
N M k .t L t Locked Last Used on (Date) | Owner®
ew Wiarketng LIst = Ao [ 88 NicolacT |
4 Summary A
Information Members Campaigns
Name * [<
You must provide a value for Name. Full Name 4+ Business Ph Name 4
Purpose
Targeted At™
Source
Currency Canadian Dollar
Modified On [
Cost
Last Used On a8 -
Locked No
Owner* & Nicolae Tarla
- Quick Campaigns
Description
Subject
Account Name Primary Cor

On the standard Marketing List's management form, besides the definition fields
and the members associated with the list, we can see which Campaigns and Quick
Campaigns our list is associated to. This is an easy way to find out whether a
Marketing List is being used in the system, and where.

Campaigns
The Campaign in Dynamics CRM is the entity collecting information about
promoting a product, service, or business. The medium(s) in which communication

with the customer is achieved, as well as related cost information are some of the
details tracked on a Campaign.

The Campaign is meant to achieve a clear result. As such, within the Campaign itself,
there are Key Performance Indicators (KPIs) and metrics available to measure the
success of a Campaign.

[85]




The Dynamics CRM Application Structure

Within a regular Campaign, communication to customers can take place in various
ways. A Campaign allows us to track, for example direct mail, e-mail, and phone
communication against one or more specific Marketing Lists.

A Campaign is comprised of planning activities and tasks, campaign activities,
communications, and responses from customers. A Campaign also has a list of
related products and/or services as well as various sales literature elements.

A Campaign can be targeted to more than one type of entity. For example, we
can target it to Accounts and Leads by creating two different Marketing Lists and
associating both to the Campaigns.

In the process of organizing a Campaign, we can structure and organize all tasks

and activities, just like planning any other project. As such, we can add campaign
activities for research, content preparation, target marketing list creation, lead
qualification, content distribution, direct initial contact, direct follow-up contact, and
reminder distribution. All these activities can be assigned to the team participating in
the creation and management of each Campaign.

The New Campaign Activity form looks like this:

CAMPAIGN
N C N Template Estimated Revenue | Status Details Owner*
ew a pa‘g n-= Bne - Proposed & Nicolae T

4 Summary ~

CAMPAIGN ACTIVITIES NOTES MARKETING LISTS

A . ne Cal A 4
— ol All Entities - | Add Phone Call  Add Task Name Members Cou..
Campaign Code
B i We didn't find any activity records.

Currency Canadian Dollar

Campaign Type Advertisement

Expected Respanse(%

SCHEDULES

Proposed Start

Proposed End - LEADS

Actual Start - Name 4 Oumer

Actual End

OFFER

CAMPAIGN ACTIVITIES
Subject 4 Channel
s
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In addition, we can create a set of planning activities within the Campaign. They
help with the preparation of the Campaign. These are standard Activities in the
context of Dynamics CRM and are associated directly with the Campaign.

The following screenshot shows the expanded options for adding new activities in
Dynamics CRM:

Open Planning Activity Associate... ~

[#] ADD NEW ACTIVITY = |7l ADD EXISTING ACTIVITY [ BULK DELETE

Task
| {_n Fax

Activity Type Activity

L Phone Call

% Email

Letter

[7] Appointment

|£5 Service Activity

" Campaign Response

[2] Recurring Appointment

Campaign responses can also be tracked within the Campaign. They can be either
directly tracked for e-mail marketing campaigns, or manually entered for other types
of campaigns.
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The following screenshot shows the New Campaign Response standard form in
Dynamics CRM:

CAMPAIGM RESPONSE
New Campaign Resp... =

Related Campaign”™ Response Code Status” Owner™
"] [# Ad campaign template (sa B interested Open 8 & Nicolae

4« Campaign Response

SUMMARY DESCRIPTION
Subject * e |

You must provide a value for Subject.
RECEIVED FROM

Customer
Company Name

Last Name

First Mame DETAILS
Phone - Prometion Code
Ermail N Related Campaign ™ [ Ad campaign template (sample
Response Code Interested
Channel
Outsourced Vendor
Owner™* & Nicolae Tarla
Priority Mormal
Received On 12/5/2015
Close By

A Campaign can be comprised of all the previously mentioned elements, but it
can also be a parent of another Campaign. As such, we can create a hierarchical
Campaigns structure, with various subcampaigns managed independently.
Reporting across all related Campaigns can then roll-up all related data to

give the marketing analysts an overall view at the highest level.

Quick Campaigns

Quick Campaign is very similar in structure to a regular Campaign. The main
difference is the number of channels that can be used to reach out to customers.

In a Quick Campaign, we are limited to a single method of communication to our
customers. As such, for an e-mail blast, the only method of communication is e-mail,
and thus we can use a Quick Campaign.
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As far as targeting a Quick Campaign goes, we can target only the members of a
single Marketing List or to the resulting members selected through a query. This
query could return entities of various types, for example, Accounts, Contacts,
and Leads.

The way to create Quick Campaign is from within a Marketing List. From the
navigation ribbon, select the ellipsis to expand the additional options, and select
Create Quick Campaign.

The next screenshot shows where Create Quick Campaign is located on a Marketing
List entity:

Microsoft Dynamics CRM = = Marketing | v  Marketing Lists | v  Dynamics CRM Mar... | v ® jol
4 NEw [3 DEACTIVATE [l DELETE &3 MANAGE MEMBERS SBASSIGN €JSHARE @ EMAILALINK % RUN WORKFLOW  [5] STARTDIALOG | se» A X
[ Word Templates v
MARKETING LIST [ Run Report ,
D N C R M M |< t' |_ t Locked Last Use Qu Creat L C -
ynamics arceting List = o PR i =@ e
[48 Create Opportunities
& Mail Merge on List Memb...
“Summary Form Editor
Information Members Campaigns
Narme ™ Dynamics CRM Mz : + +
List Type ™ 8 static Account Name 4 Primary Name 4
Purpose No Account records found. No Campaign records found.
Targeted At™ & Account
Source
Currency Canadian Dollar
Wodified On 8 12752015 10:067 < >
Cost
Last Used On & -
Locked No
Owner* & Nicolae Tarla
- Quick Campaigns
Description
+
Subject
< > Ne Quick Campaign records found,

Quick Campaign Wizard will then guide you through the necessary steps to create
the Campaign.
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The Quick Campaign Wizard starts with the following screen:

Create a Quick Campaign x

‘Welcome to the Create Quick Campaign Wizard
This wizard helps you create an activity and distribute it to multiple records at one time.

You can use this wizard to communicate directly with your customers, such as by sending email, or to assign activities to others to complete,
such as making phone calls. Then, you can track the responses to these activities.

You will be asked to:
Specify the name of the guick campaign
Select an activity and who to assign the activity to

Specify the content for the activity
To continue, click Mext

Mext= Cancel

The wizard will ask you to provide a Name for the campaign, the type of activity for
this campaign, the activity owner(s), and select a template or create the body of the
campaign activity.

Once the wizard completes creating the Quick Campaign, and it is executed, and the
Campaign is marked as Closed.
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The default Quick Campaign form looks like this:

QUICK CAMPAIGN

D H C R M Q H |< C H Created On Members Type Activity Type Status Reason
yﬂ amics ulc a pa ‘ g n-= 12/5/2015 10:12PM Account Email Completed
4« Summary

INFORMATION ACTIVITIES SELECTED MEMBERS

A ies ~ | Add Phone Call  sus T

Subject™ Dynamics CRM Quick Campaign AllEntities - | one 2

Owner® & Nicolae Tarls Account Name

- . We didn't find any activity records.

o o successes Mo Account records found.
No. of Failures 0
Error Details

EXCLUDED MEMBERS

Customers Excluded 4 Rea

No records are available in this view.

Activities are automatically created and tracked in the Campaign. Once all related
activities are completed, the campaign is marked Complete.

Dynamics CRM Marketing Module Dashboards

With the Marketing module, Microsoft provides two default dashboards. They are:

* The Marketing Dashboard
* The Marketing Social Dashboard

Let's take a quick look at each one individually.
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Marketing Dashboard

The Marketing Dashboard focuses on Campaigns, Leads generated by Campaigns,
costs, and revenue. In addition, activities and Campaigns owned by the current
system user are rolled up and made available from a simple interface.

Marketing Dashboard v

Marketing KPls

Campaign Type Mix

All Campaigns for Current Fiscal Year

B Advertisement [ Co-branding [ Direct Marketing Event [ Other

Leads by Source Campaign

Allleads incurrent fiscal year

New customer loyalty program (sa. _ 3
Event campaign template (sample) - 1

¥
3

Ad campaign template (samp\e)- 1

Campaign Budget vs. Actual Costs (By Fiscal)

All Campaigns for Current Fiscal Year

30,000.00
20,000.00
10,000.00

0.00
Quarter 2 FY2015  Quarter 3 FY2015  Quarter 4 FY2013
Fiscal Period (Actual End Dats)

B Sum (Budget Allocated) (S) -y Sum (Total Cost of Campaigr)
5]

Revenue Generated by Campaign

Closed Opportunities in Current Fiscal Year

New customer loyalty program (sa... - 3705882

Event campaign template (sample) _ $94.800.82
Direct marketing template (sampl... - 34020145

soufce Campaian

This is the main working dashboard for a marketing representative. A quick glance
at this dashboard can easily show performance and activities.

Marketing Social Dashboard

Marketing Social Dashboard builds on top of the previous dashboard, adding the
same social features we have seen in the other modules. A marketing representative
using this dashboard can follow specific entities and receive notifications directly

in the dashboard through the Social Pane displayed on the top right area of

the dashboard.
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Marketing Social Dashboard ~

Marketing KPIs

Campaign Type Mix Wh at’S neW el

All Campaigns for Current Fiscal Year I

All records = | Both Auto posts User pasts

o]

o~ Yammer in 0365 Issue

8 Case: Associated as Child Case to 0365 Subscription Service Issue by Nicolae Tarls,
On Yammer in 0365 Issue's wall
Vesterday
o~ Yammer in Q365 Issue
&% Case: Crested by Nicolse Tarla for Account A Datum Corporation (sample).
On Yammer in 0365 lssue's wall
Vesterday
~ 0365 Subscription Service Issue
& Case: Created by Nicolae Taria for Account A Datum Corporation (sample).

On 0365 Subscription Service lssue's wall
Vesterday

Upgrade Instructions
Delegated Admin created Upgrade Instructions

(1)

On Upgrade Instructions’s wall

12/1/2015 7:55 PM
Return Authorization
Delegated Admin created Return Authorization

On Return Authorization's wall
12/1/2015 7:55 PM

(T}

Order Shipping Time
Delegated Admin created Order Shipping Time

On QOrder Shipping Time's wall
B Advertisement [l Co-branding [l Direct Marketing Event [l Other ppIng
12/1/2015 7:55 PM

(Tmj

Marketing Reports

Marketing reports are also included with the Dynamics CRM platform by default.
The main Marketing reports provided with the system include the ability to report
on Campaigns and Campaign Performance.

Additional reports can be customized and added to the system, as described in
Chapter 6, Dynamics CRM Administration.

Dynamics CRM application elements

Dynamics CRM in comprised of a few standard elements working together to
achieve the system's functionality.

Modules

As seen earlier in this chapter, Modules are a grouping of functionalities that serve a
specific business scope. The standard modules provided by Microsoft include Sales,
Service, and Marketing.

The Sales module deals with all functionality needed to progress a Lead to fruition.
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The Service module focuses on tracking activities related to existing customer
interactions. This module focuses on caring for customers, and helps the
representatives build a better relationship with existing customers.

The Marketing module deals with engaging existing and potential customers, by
facilitating marketers to plan, execute, and gauge the success of campaigns engaging
customers across multiple channels. This module also helps marketers quantify the
success of each campaign and the impact of your marketing efforts.

Entities

Entities are containers used to model, store, and manage business data. Through
the use of entities, the platform allows us to structure data, create relationships,
and manage actions.

Each entity is comprised of a varying number of attributes. These attributes are
in fact data items, of a particular type, stored in the database. Each one of these
attributes can be displayed on an Entity form as a field. For example, Account
will have a Name attribute, possibly an ID attribute, a Description attribute,
and many others.

From a tabular point of view, we can think of each Entity as a table, or an Excel
spreadsheet. Each column is an attribute. Each record is a line in this table. Each field
is a specific record's attribute, and can be defined as one of the available data types.

Within Dynamics CRM, entities are classified in three major categories. They are
system entities, business entities, and custom entities.

Business and custom entities can be configured as customizable or non-customizable.
A customizable entity can be modified by modifying its attributes, renaming it or
changing processes associated with it.

System Entities

System entities are used internally by the framework. They can handle workflows
and asynchronous jobs.

[ % System entities cannot be deleted and/or customized. ]
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Business Entities

Business entities are the standard entities provided by the framework as part of
the three available modules. They are present in the default user interface and are
available for customization.

Custom Entities

Custom entities are entities that are created as part of extending the standard
framework with new functionality. They can be made visible through the standard
user interface, or can be kept hidden and participate in custom processes only.

Processes

Dynamics CRM allows business to define and enforce consistent business processes,
helping users to focus more on performing their regular work and less on
remembering what needs to be done at each step on the way.

The processes defined can be as complex as needed, and can be grouped and
related to achieve even greater complexity. The processes on the CRM platform
can be created and managed by nondevelopers. This brings ease of use, and allows
managers and power users to manage them and update them as time goes by. For
this reason, the system can easily stay up to date with the business as it evolves.

Within the Dynamics CRM platform, at the time of writing, there are four categories
of processes available. They are Dialogs, Workflows, Actions, and Business Process
Flows. We will look at each one individually, and we will identify when you should
use one over another.

Dialogs

The Dialogs in Dynamics CRM are used to create a graphical interface to guide a user
through a process to be followed when interacting with a customer or performing

a set of actions. They are similar to a script used in a Call Center scenario. They are
meant to be executed in one session from beginning to end.
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Dialogs help users collect data, create new records, and guide the user through a set
of actions to be performed based on various answers from a customer. A running
dialog collecting user input looks like this:

Aif Dialog sample - Dashboards: Sales Activity Social Dashboard - Microsoft .| = [ & -
Dialog sample
Collect Name
5 >
Enter Account Name Tip
Blue Inc, * Enter a name for the Account
Click to add comments
Help | | Summary Next | | Cancel
H100% -

Workflows help automate actions behind the scenes. They do not present a user
interface, and are not limited to being completed in a single session. Workflows
can run over a period of time to completion.

A workflow is usually initiated by a system action, but they can also be customized
to be triggered by a user directly. They can work asynchronously or synchronously.
The synchronous workflows are also referred to as real-time workflows, and they
have been introduced with CRM version 2013. Starting with the same version, we
have the ability to convert an asynchronous workflow to a real-time workflow.
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Actions

An Action in Dynamics CRM is a custom process that allows us to create custom
message. They are used to add new functionality to the application, or to combine
multiple requests into a single one. They use the underlying web service architecture
to group complex or specific action.

Creating an Action is very similar to creating a Workflow. They can be created using
the wizard-driven interface or custom code. Custom code is only supported for on
premise deployments.

An action is associated to a specific entity or can be defined at a global level. Through
an action we can invoke plugins, which are custom components built by developers.

New actions are exposed through the standard API, and can be triggered through
custom code and through integration from other applications.

One very important aspect of Actions is that they are not supported with
offline clients.

Business Process Flows

The Business Process Flows are visual elements that allow a system user to input
required data, by grouping the required fields together at the top of the screen.
They can be created using the wizard-driven user interface, and show the user the
progress of a process through a predetermined set of steps to completion.

The Opportunity Sales Process is a very good example of such customization. From a
user perspective, they will see the following section on their screen:
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For the customizers of the system, the interface to generate this is quite simple and
easy to use, and looks as such:

Stage Category
Develop

+ Insert stage £\ Add branch

Stage Mame * x
Propose Step Name Value Required
Identify Sales Team Identify Sales Team
Entity *
Opportunity Develop Proposal Develop Proposal
Complete Internal Review Complete Internal Review
Relationship

Select relationships fzeseothioposal Presented Proposal

Stage Category
Propose

+ Insert stage £ Add branch

Status: Active

Each stage of the process is defined, and within it, each required field can be added
and marked as Required or not. Progressing through stages requires that all fields
marked as required are filled in before advancing to the next stage. The control also
allows users to navigate back and forward to see what is required at each stage.

With Business Process Flows, we have the ability to create branches. This
functionality was added with version 2015 to solve the if/else scenario. For
example, if customer status is gold, take one path, otherwise take another path.

Dashboards

Dashboards in Dynamics CRM are visual components that allow users quick access
to aggregated data in the system. They are visualization and analytics tools that
enhances the value of your system by allowing users to quickly glance at aggregated
data and to dig deeper into underlying data used to generate the visualization.

They act as business intelligence tools, providing snapshots of the system data
presented in various forms.

Dashboards are comprised of various elements, including charts, grids, IFIRAMES,
and web resources. With additional customizations, reports can be incorporated into
dashboards also.
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Dashboards are in fact containers for these elements, and can present up to six
visualizations at a time. They are comprised of tabs, sections, and components, and
can be created easily through the wizard-based interface, and can be targeted to a
specific module, user, or team.

From an ownership perspective, Dashboards can be organization-owned or user-
owned. A user-owned dashboard can be shared with other users.

Reports

A user can report on system data in various ways. From the simple Advanced Find,
where tabular data can be retrieved and exported to Excel for further analytics, to
wizard driven report generation and all the way to custom SQL Server Reporting
Services (SSRS) reports. Data can also be used as a data source in Power BI.

This large flexibility makes reporting easy to use and very powerful.

Each one of these options has its own strong points and weaknesses. For example,
while custom SSRS reports are the most powerful, not only from the amount of data
collected and complexity of data relationship, they do require a developer with
extensive SSRS reporting and Dynamics CRM knowledge to produce them.

Power users of the system will find it easy to create wizard-driven reports. While
limited in the complexity and having a standard user interface, the ease of creating
them will appeal to users with no development background.

These reports support the use of custom parameters for filtering data, and allow
us to save for offline use as well as export in some of the most common formats
including Excel, Word, and PDF.

The Extensibility options

The Dynamics CRM is a very flexible platform, with a multitude of extensibility
options. The system can be extended through various methods and components.
Third-party solutions can be acquired from the Dynamics CRM Marketplace,
and internal customizations can be performed, packaged, and exported from one
environment to another.

The following chapter will go into details regarding the customization options
available when working with Dynamics CRM.
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Application navigation

User experience has evolved a lot with each new version of Dynamics CRM. This
continues with the release of Dynamics CRM 2015, where the navigation was again
redesigned based on user feedback. In line with the Windows 8 tiled interface, the
navigation has been enhanced to present the user with options to get to data with
less clicks, and to flatten the interface. As part of this process, now navigation is
less obtrusive, takes less screen real estate, and is more dynamic. The sub-layers of
navigation have been restructured to minimize the amount of scrolling. As such,
new groups have been created and present options vertically as smaller tiles.

The default navigation is presented as such:

Microsoft Dynamics CRM

My Work Customers Sales Collateral Marketing Goals Tools
E Dashbaards Acoounts Leads ates Markating Lists @ Gaals Reparts
E What's New E Conacs E Cppartunities Orders E Quack Campaigns Goal Metncs E! Aerts.
E Acthaties E Competitars E Ivaices Rollup Quenes Calendar
a Products
Sales Literature

The navigation remains highly customizable, and the logical modules are clearly
presented. This navigation can easily be changed to add new modules, remove
existing ones, and rearrange items.

The application ribbons have also been redesigned, with a similar horizontal display
at the top of the form, just below the navigation. The most common actions are left
visible, with additional ribbon elements collected under a MORE COMMANDS
menu. In addition, tabs on a form have now been added to a quick dropdown after
the record name for easy access and navigation.

+ new [ DEACTIVATE &3 CONNECT ~  [F4 ADDTO MARKETING LIST S8 ASSIGN e EMAILALUNK X DELETE [EIFORM € SHARE

ACCOUNT

A. Datum Corporation (sample) =

Summary

4Summary New Tab
Details
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Summary

Throughout this chapter, we looked at some of the most important elements
comprising the Microsoft Dynamics CRM platform. We have reviewed the three
standard modules structuring the default Dynamics CRM platform: Sales, Service,
and Marketing. We also looked at the major components of these modules, and how
they relate to a specific module or work across multiple modules. We also looked

at entities, what an entity is in the context of Dynamics CRM, and we reviewed
Dashboards, Reports, and the default Navigation through the application. At this
point, we should have an understanding of how everything ties together, and what
to look for when we need to customize the system.

The next chapter will take you through some of the most common elements
comprising an entity, the available customization options as well as working
with existing and new entities.
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Dynamics CRM
Customization

In Chapter 2, Dynamics CRM Application Structure, we looked at the basic structure

of Dynamics CRM, the modules comprising the application, and what each of these
modules contains. Now, we'll delve deeper into the application, and look at how we
can customize it.

In this chapter, we will look at the following topics:

* The Solution Package
* Entity Elements
* Business versus Custom entities
* Extending entities
* Record Images
* Entity Forms, Quick View, and Quick Create Forms
* Entity Views and Charts
* Entity Relationships
* Messages
* Composite Fields
* SLA's and the Timer Control
*  Working with Documents
We'll look at how to work with each of the elements comprising the Sales, Service,

and Marketing modules. We will go thought the customization options, and see
how we can extend the system to fit new business requirements.

[103]



Dynamics CRM Customization

Solution Package

When talking about customizations for Microsoft Dynamics CRM, one of the most
important concepts is the solution package. The solution package is a container of all
customizations. This packaging method allows customizers to export customizations,
and reimport them into other environments, as well as group-specific sets of
customizations by business functionality or project cycle. Managing solutions is

an aspect that should not be taken lightly, as down the line, a properly designed
solution packaging model can help a lot or create difficulties.

As mentioned before, solutions are used to pack a set of features together. They
are used to extend the core functionality of the platform through grouped sets
of features.

Solutions that contain only Dynamics CRM-specific configuration or features can

be imported directly into Dynamics CRM using the default solution management
framework and the interface provided. For complex solutions that contain both
Dynamics CRM Solution Components as well as other external components, an
installer solution is required. One such example is if you provide a custom solution
that includes customization of Dynamics CRM to store additional data as well as
maybe a portal or any other kind of application to allow this data to be captured
through the use of the standard API. For such a solution, an installer application can
be created to deploy all customizations together. This type of scenario is outside the
scope of this book and requires a development group or qualified partner to assist.

Solutions are created specific to a version of the Dynamics CRM platform. At the
time of this writing, Dynamics CRM 2016 has just been released. There are several
previous versions. Usually, a solution exported from a specific version can be
imported into the same version or a newer version of the platform. As a rule of
thumb, try to keep the solutions within two versions of the exported version to
minimize the impact of changes introduced with newer versions.

Components of Solution

Solutions are comprised of a few core components. These components are created
using the customization tools available or the APIs provided. These components are
part of the following application:

* Solution Schemes are definitions of system entities, attributes, and
relationships. They also include definition of Global Option Sets.

* User Interface Elements are items such as the Application Ribbon, the Site
Map, Entity Ribbons, the definition of Entity Forms as well as web resources.
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* Analytics elements include things such as Graphs, Dashboards, and Reports.

* Templates are definitions used for Mail-Merge, E-mails, Contracts,
and Knowledge Base Articles.

* Security Model definitions include the various Security Roles as well as
the definition of Field Level Security profiles.

e Processes and Code elements include the definition of Processes as well as
custom code elements. We will not cover custom code elements in this book,
but we will have a look at the various Process types later on.

All these solution components are available to be included in all solutions. They are
defined in a solution exported as a ZIP file.

Opening such a solution file shows the following three XML files, as the following
screenshot demonstrates:

non

» Core_1_0_0_0zip

Fat

Mame Type
| [Content_Types]lxml AML Document
| customizations.aml XML Document
| solution.xml AML Document

The first file lists the available customized content types, if any. The solution.xml
file contains the following elements:

* Solution definition data

* Version

* Platform version

* Solution name and properties

* Publisher details

* Components

* Missing dependencies

With each solution created, a publisher is required. This is usually the partner or
group providing the solution. This information is stored in a Publisher entity.

[105]




Dynamics CRM Customization

Multiple Publishers can exist at the same time customized on each
s deployment, but only one at a time can be associated to a solution.

Dependencies are related solution items. For example, a component could require
elements from another entity. This other entity does not necessarily have to be
included in the solution. When it is not, a missing dependency is recorded in the
solution. When deploying the solution, a check is done on the target system to
determine whether the missing dependency is installed on the target by another
solution. If it is not found, a missing dependency error is thrown and the installation
is aborted.

The last element of a solution is the customizations.xml file. This is the meat of
the solution, and it includes all the elements added to the solution. The document is
structured by entity, but also includes details about the other solution components
described earlier.

Analyzing the content of these XML files is beyond the scope of this book, but
additional details about working with solutions can be found in the MSDN
documentation available at the following website:

https://msdn.microsoft.com/en-us/library/gg334530.aspx

Types of Solution

Within the context of Dynamics CRM, there are two types of Solutions:

* Unmanaged Solutions

* Managed Solutions

Each one of these solution types has its own strengths and properties, and are
recommended to be used in various circumstances.

Unmanaged Solutions

An Unmanaged Solution is the default state of a solution. A solution is unmanaged
for the duration while customization work is being performed in the context of

the solution. An unmanaged solution is not necessarily intended to be distributed
as such. It is a way for developers and system customizers to group together their
customizations, while work is being performed on the system. When the work is
completed, and the unmanaged solution is ready to be distributed, it can be packed
as a managed solution.
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On an unmanaged solution, the system customizer can perform various tasks.
These include:

* Adding and removing components

* Deleting components that allow deletion

* Export and import the solution as Unmanaged Solution

* Export the solution as Managed Solutions

Changes made to components in an Unmanaged Solution are also applied
/=~ to all unmanaged solutions that include those components.

Deleting an unmanaged solution results in the removal of the container alone,
while the unmanaged components of the solution remain in the system.

Deleting a component in an unmanaged solution results in the deletion of that
component from the system. In order to remove a component from an Unmanaged
Solution, that component should be removed and not deleted from the solution.

Managed Solutions

Once work is completed in an Unmanaged Solution, and the solution is ready to
be distributed, it can be exported as a Managed Solution. Packaging a solution as a
Managed Solution presents the following advantages:

* Solution components cannot be added or removed from a Managed Solution

* A Managed Solution cannot be exported from the environment it was
deployed in

* Deleting a Managed Solution results in uninstalling all the component
customizations included with the solution

A Managed Solution cannot be installed in the same
% Organization that contains the Unmanaged Solution that was
" used to create it.

Within a Managed Solution, certain components can be configured to allow further
customization. Through this mechanism, the managed solution provider can enable
future customizations to modify aspects of the solution provided.
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Solution Publisher

Besides the solution type, each solution contains a Solution Publisher. This is a set
of properties that allows the solution creators to communicate different information
to the solution users, including ways to contact the publisher for additional support.
The solution publisher record will be created in all organizations where the solution
is being deployed.

The Solution Publisher record is also important when releasing updates to an
existing solution. Based on this common record, an update solution can be
released and deployed on top of an existing solution.

Solution Layering

When multiple solutions are deployed in an Organization, there are two methods by
which the system defines the order in which changes take priority. They are Merge
and Top Wins. The user interface elements are being merged by default. Elements
such as the forms, ribbons, command bars, and site map are being merged, and all
base elements and new custom elements are being rendered. For all other solution
components, the Top Wins approach is being taken, where the last solution bringing
a customization is taking precedence.

The system checks for integrity on all solution exports, imports, and other
operations. When exporting a solution, a warning is presented if dependent
entities are not included. The customizer has the option to ignore this warning.

When importing a solution, if the dependent entities are missing, the import is halted
and the import fails. Also, deleting a component from a solution is prevented if
dependent entities require it to be present.

For additional details and recommendation in solution layering, check out the
MSDN documentation available at https://msdn.microsoft.com/en-us/
library/gg334576.aspx#BKMK UnmanagedandManagedSolutions.

In particular, pay close attention to the layering diagram included in the MSDN
documentation. This should give you a clear picture of how layering various solution
types influences the behavior of the resulting environment.
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The Default Solution

Dynamics CRM allows you to customize the system without taking advantage

of solutions. By default, the system comes with a Default Solution. This is an
Unmanaged Solution, and all system customizations applied outside the scope of a
solution are applied to it.

The System Solution includes all customizations defined within Microsoft Dynamics
CRM. This solution defines the default application behavior. Most of the components
in this solution can be further customized.

Solution Segmentation

One of the new great features added with Microsoft Dynamics CRM 2016 is the
concept of solution segmentation. For the longest time, we have struggled with
situations where a small change to an entity required us to deploy the entire entity
definition, and run the risk of overriding changes made by newer solutions added to
the system. This is where solution layering described earlier plays an important role
in how we customize the system. Segmentation does not completely avoid the issues,
but greatly avoids the risk when used properly. But let's take a closer look at how
this works and what it does.

Let's assume we want to make changes to the Account entity, and add a new text
field to capture the Twitter handle, and a new form called Account Details. With

the new solution segmentation features available, I can now define a solution to
include only these items. When deploying this solution, I do not have to worry about
overriding any of the other views or field definitions.
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In order to add only the two items, when opening our solution and adding the
Account entity we are presented now with a new intermediary screen:

X
Account - 1 of 1
Select Entity Assets to Include in the solution M include entity metadata [ Add Al Assets
Forms Views Charts Fields Keys TN WHI MN:N Messages Business Rules Hierarchy Settings Dashboards
View: Customizable ﬂ
w | Mame Schema Name Display Name & Type Field Type State o
territaryid Territoryld Territory Lockug Simple Manzaged A
territorycode TerritoryCode Territory Code Option Set Simple Managed
tickersymbol TickerSymbol Ticker Symbel Single Line of Text  Simple Manzaged
timezeneruleversicnnumber  TimeZoneRuleVersionMum...  Time Zone Rule..  Whale Number Simple Manzaged
traversedpath TraversedPath Traversed Path Single Line of Text  Simple Managed
~'  new_twitterhandle new_TwitterHandle Twitter Handle Single Line of Text  Simple Unmanaged
utcconversiontimezonecode  UTCConwversicnTimeZoneC..  UTC Conversion..  Whole Number Simple Managed
wiebsiteurl WebSiteURL Website Single Line of Text  Simple Manzaged
yominame YomiName Yomi Account M., Single Line of Text  Simple Manzaged e
< 2>
1-139 of 139 (1 selected)
Finish Cancel

We can now clearly see how easy it is to navigate to the tab containing the type of
customization we want to add, find the new field in this case, select it, and click on
Finish when done.

Two options to observe though at the top right of this form are as follows:

* The Add All Assets option is unchecked. Checking this option basically puts
you back to the solution options we had before Dynamics CRM 2016, where
everything related to an entity was included in the solution. There are still
cases when we want to select this option, for example for brand new entities
that are added with our solution.

* The other is the Include entity metadata option. This option is checked by
default, and allows us to add all the entity definitions. It is recommended
to be checked, but be aware that it will make the solution file larger. For
situations where no changes are made to the entity metadata, and the entity
is already existing in the target system, this option can be unchecked.
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Having a quick look at the entity added to the solution, we can now see the Account
entity added, but in the fields, we only see the newly added field.

Account
=] Fields

[Solution Core View: All ﬂ

& Information

o A GhnMew | X | Edit | Sk Remove Component | S Add Subcompanents More Actions =

Components
4 By entities «  Name Schema Name Display Name Type Field Type State Fields &

4 & LEETT new_twitternandle new_TwitterHandle Twitter Handle Single Line of Text  Simple Unmanaged Disabled

3 Forms

_‘F Views

il Charts

(5] Fields

[ Keys

Xf 1:N Relationships’

30 N1 Relationships
2 NN Relationshi,_

48 Messages

5 Business Rules

&, Hierarchy Setti__

Dashboards

All good so far, but what if you already have an entity added to a solution, and
you just need to add a new custom element? For example, you could already have
the Account entity, and you want to add custom properties to the solution, such
as Rating and Score. No problem, from the solution definition, select the Account
entity, and on the top ribbon, you will find an Add Subcomponents option now.
This allows you do just that, as shown in the following screenshot:

._‘z‘ Eéf Show Dependencies _(:; Publish f]" Wanaged Properties E}_‘ Add Subcemponents
ile

Account
al Information

Solution Cloning and Patching

Another great feature added with Microsoft Dynamics CRM 2016 is the ability to
create advanced scenarios when working with solutions. For the last few versions,
Microsoft provided the ability to associate version numbers with our solutions, but
the solution package model was not aligned to the capabilities of proper versioning.
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Starting with Dynamics CRM 2016, we can now take advantage of proper versioning,
and have a bit of checks and bounds as to which items are incremental. But before we
dig into Cloning and Patching, let's look at the standard versioning model provided.
We've always seen recommendations to start versioning with a format of 1.0.0.0. This
is basically a set of four numeric values. During the course of time, various standards
have been released for versioning. One example includes a major version, a minor
version, along with an alphanumeric string denoting the release type (alpha, beta,
and so on). Other models include the major and minor version, followed by another
numeric field denoting the change version.

The newer model strives to cover the complexities of newer software solutions.
We've moved from three to four numeric values. Depending on the school of
thought followed, they can denote either:

* Major.Minor.Build.Revision
* Major.Minor.Maintenance.Build

There are other ways to create sequence-based software versioning, some of them,
as combinations of the previously described approaches.

With Dynamics CRM, the onus to increment and confirm the versioning is still with
the customizer creating and packaging the solution.

The solution cloning in Dynamics CRM 2016 is the ability to create a new version
that increments the major and minor versions. As a process, this is done by selecting
Clone Solution on the All Solutions ribbon.

All Solutions ~
gj}‘ X EE :_Ll E ::'* # B |l & More Actions -
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Selecting this option brings up the following Clone To Solution screen:

Clone To Solution X

Create a solution version for the selected unmanaged sclution. Any patches that
have been created will be rolled up into the newly created solution.

Base Solution Mame Core
Display Mame Caore
Version Number 1 L1 0.0

Save Cancel

As you can see, cloning a solution called Core, we can modify the Display Name
option if needed as well as only the major and minor version numbers.

One important aspect to understand is that cloning a solution basically creates a
brand new solution including the original solution and all the patches applied to
it. The original solution as well as the existing patches that are included are then
all removed from the organization. Make sure you save the original solution and
patches as needed before proceeding with cloning.

The solution patching is quite different in behavior. It is triggered by clicking on the
Clone a Patch ribbon button.

All Solutions ~
3? X DEI# E E ?} fﬂ E:.B _r;} L Maore Actions -
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A patch is used for a small change or fix released in between regular release cycles.
This, in most cases, is restricted to a small component being modified, and it is where
we take advantage of solution segmentation. We can include only the definition of a
field that changes properties, a view that is modified, and so on.

Once the Clone to Patch command is issued, the following window allows us to
define the patch properties:

Clone To Patch X

Create a patch for the selected unmanaged selution. A patch contains changes to
the existing solution.

Base Solution Mame Core
Display Mame Core
YVersion Mumber 1.0.1 .0

Save Cancel

Just like before, Display Name can be edited as needed. In contrast with earlier
though, only the last two versioning digits are editable now.

You can create and deploy as many patches as needed before moving on to the
next version.

One thing you will observe, if the solution definition XML file mentioned earlier in
this chapter is opened, a reference to the base solution is kept in the patch definition.
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Entity Elements

Within a solution, we work with various entities. In Dynamics CRM, there are three
main entity types:

* System entities
* Business entities

e (Custom entities

Each entity is comprised of various attributes, while each attribute is defined as a
value with a specific data type. We can think of an entity as a data table. Each row
represents an entity record, while each column represents an entity attribute.

As with any table, each attribute has specific properties that define its data type.

The System entities in Dynamics CRM are used internally by the application, and are
not customizable. They too cannot be deleted.

As a system customizer or developer, we will work mainly with Business entities
and Custom entities. The Business entities are the default entities that come with the
application. They are customizable, and can be extended as needed. Custom entities
are all not new entities that are created as part of our system customizations.

Aspects of customizing an entity include renaming the entity, modifying, adding, or
removing entity attributes, or changing various settings and properties. Let's look at
all these in detail.

Renaming an Entity

One of the options to customize an entity is by renaming it. In the General properties
of the entity, the Display Name field allows us to change the name of an entity.
Plural Name can also be updated accordingly.

. When renaming an entity, make sure all references and messages are
updated to reflect the new entity name. Views, charts, messages, business
s rules, and even certain fields could reference the original name, and they
should be updated to reflect the new name assigned to the entity.
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Pay close attention when modifying the properties of the default Name field of

an entity. This is usually a required field. While it can be marked as not-required
and hidden off the form, the drawback to this approach is that this field is used in
lookups to this entity. If this field is not populated, your lookup will only show a
multitude of blank record references. A better approach is to either relabel this field
and use it to store record-specific distinct data, or to hide it and create a process that
automatically populates some specific information about each record. This way all
lookups will reflect the data in this field correctly and you will not run into any
other issues.

Change Entity Settings and Properties

When creating and managing entities in Dynamics CRM, there are generic entity
settings that we have to pay attention to. We can easily get to these settings and
properties by navigating within a solution to Components | Entities and selecting
an entity from the list. We will get a screen similar to the following Account entity:

General Primary Field

Entity Definition

Display Name * Inccount Ownership * User or Team ﬂ
Plural Name ™ Accounts Define as an activity entity.

Name ™ |3-:-:-3L nt Display in Activity Menus

Primary Image Default Image ﬂ

Description Business that represents a customer or potential customer. The company that is billed in business transactions.

Areas that display this entity
™| Sales ' Service L4 Marketing Settings
Help
Options for Entity

Process

~| Business process flows (fields will be created) *

The settings are structured in two main tabs, with various categories on each. We can
look at each set of settings and properties individually in the next sections.
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Entity Definition

This area of the General tab groups together general properties and settings
regarding entity naming properties, ownership, and descriptions. Once an entity is
created, the Name value remains set and cannot be modified. If the internal Name
value needs to be changed, a new entity with the new Name must be created.

Areas that display this entity

This section sets the visibility of this entity. An entity can be made available in only
one or more standard modules of the application. The Account is a good example,
as it is present in all three areas of the application.

Options for Entity

The Options for Entity section contains a subset of sections with various settings and
properties for configuring the main properties for the entity. They include items such
as whether the entity can be customized by adding Business Process Flows, Notes,
Activities, and Auditing, as well as other settings.

Pay close attention to the settings marked with a plus, as these settings,
s once enabled, cannot be disabled.

One of the subsections deals with mobile access. Here, we can define whether the
entity can be accessed from various mobile devices as well as Outlook, and whether
it is read-only or not.

Primary Field Settings

The Primary Field Settings tab contains the configuration properties for the entity's
primary field. Each entity in the Dynamics CRM platform is defined by a primary
tield. This field can only be a text field, and the size can be customized as needed.
The Display Name section can be adjusted as needed. Also, Requirement Level
can be selected from one of the three values: Optional, Business Recommended,

or Business Required.
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Business versus Custom Entities

As mentioned previously, there are two types of customizable entities in
Dynamics CRM. They are Business entities and Custom entities. Business entities
are customizable entities that are created by Microsoft and come as part of the
default solution package. They are part of the three modules: Sales, Service, and
Marketing. Custom entities are all the new entities that are being created as part of
the customization and extending process.

Business Entities

Business entities are part of the default customization provided with the application
by Microsoft. They are either grouped into one of the three modules of functionality,
or spread across all three. Examples of Business entities include, but are not limited
to: Account, Contact, Lead, Opportunity, Case, and so on.

Most of the properties of Business entities are customizable in Dynamics CRM.
There are though certain items that are not customizable across these entities. These
are in general the same type of customizations that are not changeable when creating
a Custom entity. For example, the entity internal name cannot be changed once an
entity has been created. In addition, the Primary Field properties cannot be modified
once an entity is created.

The Display Name field of an entity can be modified for the default value. This is a
very common customization. In many instances, we need to adjust the default entity
name to match the business for which we are customizing the system. For instance,
many customers use the term Organization instead of Account. This is a very easy
customization, achieved by updating the Display Name and Plural Name fields.
While implementing this change, make sure to update the entity messages also,

as a lot of them use, by default use, the original name of the entity.

85“’ Information A v | Default Display String Custom Display String
D -~
Components {0} Accounts
a [ Entities
4 % Account A parent account or parent contact is present

:_§| Forms
jl Vs A parent account represents the main company, and sub-acca...
fill) Charts A product is an item in the product catalog that you want to s...
(=] Fields
_rj’ 1:M Relationships Access accounts, contacts, and other business records

-_igj N1 Relationships

3 NiN Relationshi
22 Messages | Account Manager
|54 Business Rules |

Account
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Custom Entities

All new entities created as part of a customization implemented in Dynamics CRM
are Custom entities. When creating a new Custom entity, we have the freedom to
configure all settings and properties as needed from the beginning. We can use a
naming convention that makes sense to the user, and generate all messages from
the beginning taking advantage of this name.

During creation, we must pay close attention to some properties that cannot be
changed once enabled. These include enabling Business Process Flows on the entity,
enabling Notes, Activities, and Connections, configuring the entity to support
Queues, as well as defining the entity's Primary Field properties.

A Custom entity can be assigned, by default, to display in one of the three main
modules, or be displayed in the Settings and/or the Help section.

If a new module is created, and custom entities need to be part of this new module,
we can achieve this by customizing the application navigation. While customizing
the application navigation might not be such a straight-forward process, tools
released to the community are available that make this job a lot easier and more
visual. The default method to customize the navigation is described in details in
the SDK, and it involves exporting a solution with the navigation configuration,
modifying the XML data, and reimporting the updated solution.

Extending Entities

Whether we are looking to extend a customizable Business entity or a Custom entity,
the process is very similar. We extend entities by creating new entity forms, views,
charts, relationships, and/or business rules.

4 B Account

f_§| Forms

j' Views

fillj Charts

[E] Fields

131 1:M Relationships

'_‘,'JJ M:1 Relationships
'_11 MiMN Relationships

fEJI Wessages

_'," Business Rules

&, Hierarchy Settings

We will be looking at each of these options in detail in the upcoming sections.
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Record Images

When creating a new record in Microsoft Dynamics CRM, we have the ability to define
an image for the record. One example is, when storing Accounts, you can capture the
company logo as an image associated with the record. You do this by clicking on the
image container at the left of the title, as shown in the following screenshot:

ACCOUNT : ACCOUNT DETAILS =

| _
B Microsoft =

4« Summary

ACCOUNT INFORMATION

Account Name * Microsoft
Phone

Fax

Website

Parent Account

Ticker Symbol

This prompts the user to select the image by either browsing on the local computer,
or if an image is already selected to revert back to the default image. The following
screenshot shows what is displayed on the screen:

Edit Image x

Change or remove image

. Upload a picture from your computer
(under 5 MB)

ChlUsers\nicolhOneDrive\Private’@ My Books\  Browse..

:: Use default image

oK Cancel

Once you click on OK, the image selected becomes the default record image.

[120]




Chapter 3

Entity Forms, Quick View, and Quick
Create Forms

The most common customization to the Microsoft Dynamics CRM platform is the
ability to modify an entity form. We can add, remove, and hide fields and sections on
the form, as well as implement logic to make the form behave in a dynamic fashion.
First, let's look at a standard form, and what components are part of it.

The Entity Form

With the current version being Dynamics CRM 2016, most of the updated entities
now have four different types of forms. They are as follows:

e The Main Form

e The Mobile Form

¢ The Quick Create Form
* The Quick View Form

Various other forms can be created on an entity, either from scratch or by opening
an existing form, and saving it with a new name. When complex forms need to be
created, in many circumstances, it is much easier to start from an existing entity form
rather than recreating everything.

The Main Form is the default form associated with an entity. This form will be
available by default when opening a record. There can be more than one main form,
and they can be configured to be available to various roles. A role must have at least
one form available for the role. If more than one form is available for a specific role,
then they will be available to be selected by the user. Forms available for various
roles are called Role-Based Form. As an example, HR could have a specific view
into an account showing more information than a form available to a sales role.
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When editing the main form of an entity, it will look like the following
Account form:

Solution: CRM Book

4 Account
|: Summary Form: Account
Details
)
Summa
4 Common v

ACCOUNT INFORMATION

i & Account Primary Contact

Name *

CONTACTS

4 Sales
_§ Opportunities
4 Service
mill Cases
4 Marketing

%] Marketing Lists

4 Process Sessions

ADDRESS

The Mobile Form is a stripped down form that is made available for mobile devices
with small screens. When customizing mobile forms, attention should be paid not
only to the fact that a small screen can only render so much before extensive scrolling
becomes exhaustive, but also to the fact that most mobile devices transfer data
wirelessly, and as such, the amount of data should be limited.

The editing window of the Mobile Form looks like the following Account Mobile
form. This is basically just a listing of the fields made available, and the order in
which they are presented to the user.
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Mobile Entity: Accounts

Select the attributes from the Available Attributes list that you would like displayed on the form. Set the order in which they are displayed by moving them up
and down in the selected list.

Available Attributes Selected Attributes
Account Number ~ Account Mame * A
Account Rating Primary Contact
Address 1 Main Phone
Address 1: Address Type Email
Address 1: County Website
Address 1: Fax Address 1: Street 1

Address 1: Freight Terms Address 1: Street 2

Add =
Address 1: Latitude Address 11 City
Address 1: Longitude Address 1: State/Province
Address 1: Mame Address 1: ZIP/Postal Code
Address 1: Post Office Box Address 1: Country/Region
Address 1: Primary Contact Name Industry
Address 1: Shipping Method Cwner *
Address 1: Street 3 Status *
Address 1: Teleghone 2
Address 1: Telephone 3
Address 1: UPS Zone
Address 2
Address 2 Address Type
Address 2: City v v

Address 2: Country/Region

The Quick Create Form is a shortened version of the Main Form, in which only a
limited number of fields is made available for the user to complete. The idea is that
only a few fields are mandatory, and must be included in order to be able to open
arecord in the system. Later on, a user can come back and populate additional
information as needed. A quick form will open over an existing form, and closing
it will leave the user on the original form. Therefore, a user can quickly create new
records without navigating away from the current record.
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The Quick Create Form gives us more flexibility than the Mobile Form, while still
presenting a trimmed down version of the Mobile Form.

Solution: CRM Book

Form: Account

4 Tab

{ Details Address

Annual Revenue EStreetZ

& Account Name *

Main Phone

Primary Contact Mo. of Employees ECl'ty

{| |izIp/Postal Coge

Deescription

The Quick View Form is similar in functionality to the Quick Create Form, but is
being used once a record has already been created. The only difference between the
Quick View and Quick Create forms is when they are displayed to the user. As far

as extensibility is concerned, we have the same customization options available. The
reason why we have two different forms in this case is because we have the ability to
display different information to the user based on when he/she is looking at the data.

Customizing Forms

In Dynamics CRM, forms are comprised of various elements. We have various layout
elements, including Tabs and Sections, iFrames, Sub-Grids, and Spacers. At the
lowest level, we have data fields, which can be placed within some of the previously
mentioned containers. Let's look at each one of these elements in detail.
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Tabs

A Tab is the highest level of grouping elements visually on the form. A Tab can be
set to open by default as expanded or collapsed. Clicking on the tab name on an open
form allows the user to expand or collapse it. This makes navigation on a form easier.

Tabs can be opened, closed, and hidden programmatically too, by using scripts.
For example, if the value of a field is set to a certain value, then we show another
tab, otherwise we keep it hidden.

The following screenshot shows us a Tab on the Account form:

4 This is a Tab

Tabs can be created with various predefined layout options. When editing the form,
on the toolbar, we are presented with the following options as follows:

I HOME IMNSERT

m ol OO0 oo O

Three Three Two Two Twio One
Columns Columns  Columns Columns Columns  Column

3 Tabs 2 Tabs 1Tab
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Once a tab is inserted on the form, the layout can be further customized. You can
change the originally selected layout, and adjust the width of the columns as needed.
This is all done by double-clicking on the Tab in the edit mode of the form. This will
display a Tab Properties window. On the Formatting tab, you are presented with
the following layout options:

=] Tab Properties -- Webpage Dialog -

Tab Properties

Maodify this tab's properties.

Display Formatting tvents
Layout
Select tab layout.

i

() One column
i B
() Two celumns

NN D =E

(@) Three columns

OEE [FEE

Column 1 Width

34 %

Column 2 Width
33 S
Column 3 Width

33 % v

OK Cancel

http://crma2( € Local intranet | Protected Mode: Off
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Sections

The Section is a subgrouping element that is used for further designing your forms.
Creating a Tab with three columns will automatically generate three new sections
aligned side by side. We can then add additional section to each of the columns from
the Tab.

A section's layout can be also customized to present information in multiple
columns. The Layout options are presented by double-clicking on the section

in the edit mode. This opens up a Section Properties window. On the Display tab,
the first grouping is the Layout settings, which allows us to customize up to four
new columns.

Section Properties

Modify this section's properties.

Display Formatting

Layout ~
Select the number of columns in section.
.  E—
s
@) 0One column
 E—
— C—i—
{__JTwo columns ——4
- C—i—
— s | s f |
{__JThree columns e s
- e | s f |
— o | e |
{__JFour columns e e e |
- o o |

[127]



Dynamics CRM Customization

In addition, we can customize the formatting of the form fields, by settings
formatting for the field label's location and alignment.

Field Label Alignment

Select field label alignment

@®er |2

(Oright

( center

Field Lakel Position

Select field label position

@sice |

-Z'::Z'T-::-p .....

When customizing the form layouts, pay close attention to the amount
»  of data presented horizontally, and make sure that on lower resolution,
it does not result in unexpected line wrapping. Items laid out might look
T~ perfect at a higher resolution, but on lower resolution screens, the fields
might get wrapped on resulting in a layout that is not ideal for the user.

iIFrames

iFrames are a feature that allows us to bring in external pages or web resources into a
form. Using this approach, we can introduce custom HTML elements into the entity
forms. This allows us to extend the system with custom elements. A good use for
this is taking advantage of custom forms formatting and dashboard elements

and reports.
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Pay attention to the formatting of iFrames. The risk is that bringing in
forms with larger formats than the actual iFrame will result in scrolling
the iFrame.

ACCOUNT

Account 001

Owner®
Nicolae Tarla

Annual Revenue Mao. of Employees

Bing

Sub-grids

In Dynamics CRM, the sub-grids allow us to display listings of related entities. They
are based on existing views, with specific filters added. For example, on an Account
entity, we can have a listing in a subgrid showing all the Contacts related to the
current Account.

CONTACTS -+
Full Name Email

Mo Contact records found.

A sub-grid is bound by the same limitation as the iFrame, where if the view is larger
than the allocated space on the form, we will be treated to scroll bars. This makes the
user experience less friendly.
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As far as options for configuration go, for subgrids, we can adjust the layout
anywhere between a single column to up to four columns. We also get to adjust the
height of the sub-grid, by either setting a fixed height, or allowing it to expand as
needed. All these settings are available by double-clicking on the grid in the edit
form. This opens up a Set Properties window. Going to the Formatting tab, we get
all the layout options described in the following screenshot:

Display Formatting

Layout

Select the number of columns the control occupies

(®)0ne column

{__JTwo columns

{__JThree columns

{_JFour columns

Row Layout
Select the maximum number of rows per page
Mumber of Rows &

[JAutomatically expand to use available space.

In addition to formatting, when working with sub-grids, we have some very handy
ways of customizing the data to be displayed in the grid. We can select the related
entity, the specific view to be used, as well as filter by related records only.
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= Set Properties -- Webpage Dialog -

Set Properties ?

Set the List or Chart properties.

Display Formatting

MName
Specify a unique name.

Mame * Contacts

MName

label®  |CONTACTS

E Display label on the Form

Diata Source

Specify the primary data source for this list or chart.
Records Only Related Records

Entity Contacts (Company Name)

[<I[<] [<]

Default View Active Contacts Subgrid View

Edit || New |

Additional Opticns
[] Display Search Box
D Display Indexo

View Selector aff [v]

System Views

>

! Contacts Subgrid View v} (V]
Contacts Being Followed

Set Cancel

hittp:/crma( € Local intranet | Protected Mode: Off

The Additional Options section allows us to customize whether the user can change
the view used, along with a few other display options.
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Fields

The fields are the building bricks of the forms. They are used to collect and display
the record data. In Dynamics CRM, fields are defined with various data types. Just
like the data residing in the database, each field is defined with a related data type,
and some specific fields include formatting properties.

The data types used in Dynamics CRM are as follows:

Single Line of Text
Option Set
Two Options
Image
Whole Number
Floating Point Number
Decimal Number
Currency
Multiple Lines of Text
Date and Time
Lookup
Type
Type * Single Line of Text
Option Set
+
Format Twio Dptions
Maximum Length ® Image
N Whaole Mumber
IME Mode Floating Point Mumber
Decimal Mumber
Currency
Multiple Lines of Text
Date and Time
Lookun
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There are certain similarities between some of these data types. For example, Single
Line of Text and Multiple Lines of Text capture all characters, and are differentiated
only by the total number of characters allowed. Two Options is similar to Option
Set, but captures only two possible options. They are also rendered differently on

the form.

Under each of these data types, there are various options for formatting the data. For
example, in Single Line of Text, the data can be left as a string of characters limited
by the length of field defined, or it can be formatted as one of the following options:
Email, Text, Text Area, URL, Ticker Symbol, and Phone.

The Whole Number data type can be formatted as a regular whole number, such as
Duration, Time Zone, or Language.

The Duration value in the database is the value representing the total number

of minutes. On the form, the field is represented as a drop-down menu with the
suggested option from one minute all the way to three days. The field is smart
enough to also interpret user input. For example, typing in this 60 (minutes) resolves
automatically to one hour. The duration formats supported include the following
options: x minutes, x hours, and x days. You can also enter values such as x.x hours.

The Time Zone field displays a list of selections in the format of (GMT-08:00) Pacific
Time (US & Canada) or (GMT-12:00) International Date Line West. In the database,
the values are stored as numbers.

The Language field displays a list of all the languages provisioned in the current
organization. The values are presented as a drop-down list. At the database end, the
selection is stored as a number using LCID codes. These codes are four or five digit
codes, and all the values are available from the MSDN documentation.

The Currency data type allows us to select the currency precision. We can select

from zero-to four-digit precision, as well as Pricing Decimal Precision and Currency
Precision. Pricing Decimal Precision is a global value defined in the system settings.
Currency Precision applies the precision defined by the currency used by the record.

The Date and Time data type allows us to select whether we intend to display date
and time, or only the date.

The Lookup data type allows us to select the related entity where values are
being selected. For example, a lookup field allows us on a Contact to select the
parent account, by presenting a window that allows us to search for the specific
Account record.
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Global Option Sets

Global option sets, as the name implies, are groups of values defined at a global
level. They are available to be shared on various entities and forms, and are kept in
sync across all the locations where they are used. Changing the values in a global
option set results in the change being applied in all locations where they are used.

Global option sets are not located and are customizable in the solution at the level
of the entity where they are referred from, but in a separate category in the solution
called Option Sets. Here, we can manage all existing and new global option sets.
When referencing one of these on a form, you create a new field, just like you would
create any other field. You select Data Type as Option Set, but instead of assigning
custom values, you select the Use Existing Option Set radio button. This allows you
to select, from the drop-down list, one of the existing Global Option Sets already
created, or to create a new one using the New button. Once you select the option

set to be used, you can edit it if needed, but keep in mind that any changes will be
reflected in all locations where this global option set is being used. Also you can
select Default Value for this option set. This is the value that will be automatically
selected when no option is selected by the user.

Spacers

Spacer is used for formatting. Because Forms are being generated by adding fields
and ordering these fields on the form, in certain instances we need to leave blank
spaces for clarity. Thus, a Spacer will take the same space as a regular field, but no
actual data in present.

RECENT OPPORTUNITIES
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Entity Views and Charts

Entity Views are saved queries against system data. These queries apply filters

to present subsets of data as needed. The views also contain formatting details
regarding how the data will be displayed, the columns, and their order. Views can be
defined programmatically or in XML. When using XML, the views can be exported,
modified, and reimported into Dynamics CRM. You can export an entity using an
unmanaged solution, modify the entity properties in the XML definition file and then
repackage and reimport the solution into your organization.

An Entity View is a saved query available globally throughout the organization.
Each entity can have multiple views, with various filter conditions and formatting.

Each entity can have various types of views. They can serve various purposes, and
include the following: Advanced Find Views, Associated Views, Lookup Views,
Public Views, and Quick Find Views. Also, each entity will have one Default
Public View.

Just like any other record in Dynamics CRM, the Public Entity Views can be created,
updated, retrieved, deleted, and deactivated.

You can start creating a new view in a solution by adding an entity to the solution,
navigating to views, and clicking on New.

8? Information

= A ] New X More Actions -

Components
M =‘_._5:| Entities MName /™ Type State O o
Pl % Account Account List Member View Associated View Managed True
=5 Forms ) ) )
- Account Lookup View Lockup View Managed True
_“-|-| Views
|‘Li'| Charts Accounts Being Followed Public View Unmanaged True
] Fields
_t'f 1:N Relationships Accounts | Follow Public View Unmanaged True

2 N:1 Relationships

Accounts: Influenced Deals That We... Public View Managed True
S N:N Relationshi _
_*_gl Iessages Accounts: Mo Campaign Activities in.. Public View Managed True
=1 Business Rules
- Accounts: Mo Orders in Last & Months Public View Managed True

ﬂ Option Sets
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On the entity properties, define the Name and Description fields. Once done, start
configuring the view.

[ | ACCOI.II'It custom View Working on solution: CRM Book
=
Account Name Common Tasks
« >

EF View Properties
2 Edit Filter Criteria
M Cenfigure Serting

FF Add Columns

[5 cnange Properties
5% Remove

You can customize the following properties on a view:

View Properties: This option allows you to change the view name
and description.

Edit Filter Criteria: This option allows you to define the filtering criteria for
the view. Using a very simplistic wizard-based interface, a system customizer
can easily create and enhance the filter applied to the view.

Configure Sorting: This option allows a customizer to choose two filtering
columns and the order of sorting for each. You can use one or both sorting
option at the same time.

Add Columns: This option allows a system customizer to bring into the view
new data fields from the same entity, or form directly related entities. In a
view of accounts, a system customizer can bring in information from the
related Created By system user entity.

Change Properties: This option allows a system customizer to modify
each view column's properties. You can change the fixed width of the
column. You also get properties in this view about the field data type

and internal name.
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in pixels of the column.

Entity Mame:
Column Title:
Data Type:

MName:

25px

Account
Account Mame
Single Line of Text

name

Select a width for this column:

' Ty I
L L L
Spx 100px 125px

Change Column Properties

The properties of the selected column are listed below. ¥

>

ou can change the width

300px

Cancel

Remove: This option simply allows the system customizer to remove a
specific column from the view.

The left and right arrows at the top of the command area allows a system user to
move and rearrange the columns in a view. Select a column you want to rearrange,

and click on the arrows until you have it positioned in the correct spot.
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Charts

Once we have a view customized, we can move on and create a Chart. Charts are
visual representations of views created in the system.

Within the solution you use for customization, navigate to the entity to which you
want to add a chart. Navigate to Entities | Entity Name (for example, Account) and
click on Charts.

Solution CRM Book

gj}' Information

5; Components

4 [ Entities
4 B8 Account

§| Forms

_":r| Views

“h Charts

=] Fields

3:§ 1:M Relationships

%‘Jj N1 Relationships
% M:M Relationships

22 Messages

Eaj Business Rules

Most Business entities will have, by default, a set of Charts already created. You can
modify these or create new ones.

Creating a new Chart involves the system customizer, from within the solution
entity's charts section by clicking on New. He/she is presented with a set of options
to customize the Chart as needed.

From this view, we can choose the type of Chart to be used. We have options for
Column, Bar, Area, Line, Pie, or Funnel charts.

ﬁ'=ﬂi‘sv{o

Column Bar Line Pie FL. nirel

- - -

(harts
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All charts are based on a View. When creating a chart, the first item to select in the
definition of the chart is the view used to collect the records that will drive the chart
data. The steps are as follows:

1. Select one of the entity views available from the drop-down list.

2. Next step is to name your chart, and verify the preview. You have options to
adjust the series used in generating the chart, add new series, define, and add
categories, as well as define a description for the chart.

3. Once we have the chart(s) created, we can see them by navigating to the
view. We can also start adding these charts to Dashboards.

Dashboards

A dashboard is a special type of form in Dynamics CRM. It is comprised of up to six
area. Each of these areas can present one of the following types of data: Charts, Lists,
iFrames, and/or Web Resources.

In Dynamics CRM, there are two types of dashboards:

* Organization-owned dashboards

* User-owned dashboards
The difference between these two types is the behavior.

An organization-owned dashboard, once created, must be published to make it
available to the organization. As such, it cannot be assigned or shared. It is created
as part of a solution, and published with the solution.

A user-owned dashboard is a dashboard created by a user. Therefore, the user owns
the dashboard, and he/she can assign or share it with other users.
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A generic dashboard looks like this:

Sales Activity Dashboard ~
Sales KPIs

sales Pipeline percentage Achieved

Iy Goals for This Period

My Open Opportunities

Goal for Q4(Sa...

Name

I Percentage Achieved sy 1000V TargEL [Percantage
Achieved)

Top Opportunities

My Open Oppartunities

Leads by Source

My Open Leads

B Advertisement Il Trade Show I Web

Top Customers

My Closed Opportunities in Current Fiscal Year

Entity Relationships

Entity relationships are the representation of relations between various Dynamics
CRM entities. The customization tools included with Dynamics CRM make it easy
for system customizers to create new entities, modify existing entities, and create the

relationships between them.

The entity relationships define associations from one entity to other entities or to
itself. A new relationship is represented as a new table relationship in the database.

The simplest example of an entity relationship is the creation of a lookup to an entity.
This creates a one-to-many relationship between the two entities. This allows you to

associate multiple child records to a parent record.

Within Dynamics CRM, there are three types of relationships. They are as follows:

*  One-to-Many
* Many-to-One
* Many-to-Many
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One-to-Many (1:N) and Many-to-One (N:1)

Relationships

This kind of relationship defines an entity record that can be associated to many
records of a different entity. The difference between 1:N and N:1 is the direction of

the relationship.

When viewing a primary entity record, you can see a listing of the related entity

records defined by the relationship.

Defining a custom 1:N relationship involves defining the following four parts:
Relationship Definition, Lookup Field, Navigation Pane Item for Primary Entity,

and Relationship Behavior.

o Relationship Working on solution: Default Solution
%2/ Account to Activity Party
4 Common el
13 Information Relationship Definition
Primary Entity * Account ﬂ Related Entity * Activity Part :I
Mame * account_activity parties
Searchable ﬂ
Hierarchical ﬂ
Lookup Field
Display Mame * IJ"— MName * I—-
Fiald Requirement * Optiona v
Description
Mavigation Pane Item for Primary Entity
Display Option ® i] Custom Label * l—
Display Area * _! Display Order * 0
Relationship Behavior
Type of Behavior * LI
Assign * ll Reparent * ascade Nor ﬂ
Share * %] Delete* sscade None 1v]
Unshare * i] Merge * sscade Mone ﬂ
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Many-to-Many (N:N) Relationships

The N:N relationships is a special type of relationship, that depends on an intersect
entity to create a relationship. This allows us to relate many primary entities to many
child entities.

When viewing record of the parent or the child entity, in a N:N relationship, you can
see a listing of any record of the related entity.

Creating a new Many-to-Many relationship involves defining the parent and the
child entity, and naming the relationship.

Relationship Working on solution: CRM Book
l 33 New
4 Common Genera
_tf Information Current Entity
Entity Mame * Account v
Display Option * Do not Display [v] Custom Label ¥ |
Display Area * Details [v] Display Order * 10,000
Other Entity
Entity Name * ﬂ
Display Option * Do not Display ﬂ Custom Label * I—
Display Araz * Details ﬂ Display Order * 10,000
Relationship Definition
Mame™* new_
Relationship Entity Name * new_
Searchable Yes ﬂ

N:N relationships do not generate a hierarchy between related entities. In such a
relationship, you do not define lookups or behaviors. The relationship is reciprocal.

The intersect entity is generated automatically by the system, and it is not
customizable. As such, you cannot add custom fields to it.

When creating entity relationships, close attention should be paid to the Relationship
Behavior settings. This influences how the relationship behaves and how changes
are cascaded to the related records. For example, a Parental relationship cascades all
changes to the related records.

For more details on relationships, see the documentation provided in MSDN:

https://technet.microsoft.com/library/dn531171.aspx
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Once you have a relationship created, review the field mapping to make sure you are
bringing in the correct fields and values from the related entity.

. Make sure to publish all changes to the solution. Publishing is the
% process that makes all changes available to all users. Changes made to
/= a solution but not published are not visible to users of the organization
until they are published.

When customizing relationships, pay attention also to Navigation Pane Item for the
Primary Entity section. The Display option allows you to customize the label on each
relationship to avoid confusion with multiple relationships using the same name,

as well as to hide this particular relationship. Display Area and Order also help
customize how and where this relationship is made visible to the system users.

Messages

Messages are customizable snippets of text that appear throughout the entity form.
By default, there is a set of predefined messages, and they can be edited and replaced
as needed.

Do not confuse Messages with the plugin execution messages. That is a development
topic, completely different from what we cover in this book.

A standard Messages configuration window looks like this:

Account
3 Messages
Solution CRM Book

More Actions ~
[ Entiti
“ j Entities ~  Default Display String ™ Custom Display String Published Display String o
4 B Account ~
== Forms {0} Accounts ~
_“T-' Wiews A . + contact .
P \ parent account or parent contact is presen
il Charts
(= Fields A parent account represents the main company...
XjT:N Relationships i
‘})J N:1 Relationships A product is an item in the product cataleg tha..
= [ tionshi
_J“j N:N Relationships Access accounts, contacts, and other business r., v
:5 Messages
|5 Business Rules < >
B option sets v 1 - 50 of 85 (0 selected) Page1 b

"% client Extensions

All messages that are being changed from the default must be published before they
become visible to all users.
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The view presents Default Display String, Custom Display String, which is the
string we have modified, and Published Display String. The Published Display
String can be different from the Custom Display String if we have modified a
message several times, and the latest change is not yet published.

When working with multiple languages, only the base language messages can

be modified through this interface. For additional languages, you can export the
base language messages, translate them, and then reimport the translation for the
additional languages.

Composite fields

Composite fields are another feature introduced with version 2013. They group a set
of fields together, resulting in optimized screen real estate usage. Some examples of
composite fields include the Name field, comprised of first, middle, and last name,
or the address field. Once the user selects one of these composite fields, a fly-out ID is
presented with each field editable separately as permissions allow.

CONTACT INFORMATION
Full Name ™ lim Glynn (sample) First Name * im|
Job Title Owner Last Name ™ Glynn (sample)
Account Name & Coho Winery (sample)
Email someone_j@example.com
i Done
Business Phane 555-0109

Composite fields are only provided with the platform. We do not have the ability

to create our own composite fields. Also, we do not have the ability to customize
existing composite fields by adding, removing, or relabeling fields. One thing to note
is that, since the fields in a composite field are not actually on the form, standard
events such as OnChange will not trigger on a particular field. They will however
trigger on the composite field as a whole.

A workaround to that is to add the individual fields on the form in a hidden section.
That way, when a field is updated, the hidden field takes the update and triggers
the change.

Specific Business Rules can be configured against composite fields, but the conditions
must be against the composite field to be associated correctly. You can have, for
example, a condition where if the composite address field contains City, and the City
value is a certain value, then perform an action. We will have an in depth look at
Business Rules in the following chapter.
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Calculated Fields

Calculated fields were introduced with Dynamics CRM 2015. The purpose of these
fields is to provide automatically calculated field values based on other existing firm
field values. Before version 2015, we used a lot of customization to generate this
behavior. In addition, all change request involved reaching out to the development
team again, process a change request, and all the associated hoops.

Calculated fields bring the ease and usability found in Excel to Dynamics CRM.
The process also does not require a developer any more, and any power user
with permission to edit the system can create these fields as well as Rollup Fields
described next.

In order to create a Calculated field, you create a field in a Solution just like any other
customization. On the field properties form, look for the Field Type definition. From
the drop-down list, select Calculated. Once the field is configured as Calculated field,
you can click on Edit to change the way the field behaves.

For information about how to interact with entities and fields programmatically, see the Microsoft Dynamics CRM SDEK
Type

Data Type * Whale Mumber ﬂ

Figld Type ™ Calculated ﬂ

Format * None

Minimum Value * -2,147 453 648

Maximurm Value * 2,147 483,647

IME Mode ™* auto
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The interface to Configure calculated fields is very intuitive. You are presented with
an IF...THEN condition. You set up your conditions, and upon validation of these
conditions the configured Actions are executed.

| sAvE ! SAVE AND CLOSE ?

CALCULATED FIELD

Set Calculated Field Demo

4 IF..THEN

4 CONDITION (OPTIONAL)

Entity Field Operator Type Value

If Current Entity (Accc ™ Account Mame - Equals A Value A

© 6

+  Add condition
4 ACTION

+  Add action

This interface is common across multiple configurable elements. You will become
very familiar with it when using not only Calculated fields, but also Rollup fields
and Business Rules.

When working with Calculated fields, it is important to understand that, depending
on the data type of the field selected, various functions are presented. For example, a
field of data type of Floating Point Number, Multiple Lines of Text, or Lookup does
not get an option for a Calculated field. For the ones that accept this option, functions
around working with date and strings are available. Some of this include adding
and/or removing days, months, years, concatenating strings, and so on. In order to
do actual numeric calculations, you can generate formulas similar to the way you

do it in Excel, with some limitations. You will have to write the formulas manually,
automated generated functions such as sum, sin, and others are not predefined.

Once the field is added to a form and the changes are published, navigating to
the respective form will show the newly added calculated field, as the following
screenshot shows:

Calculated Field g -
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Rollup fields

In the same category as features with Calculated fields is the Rollup fields.
Generating this type of field is quite similar to adding Calculated fields. The purpose
of Rollup fields is to aggregate data from multiple child records. This addition is
extremely helpful to reduce a lot of previous code complexity when performing such
actions. An example is calculating the number of closed Opportunities in the last

six months. In previous versions before Rollup fields were available, this scenario
was handled by a develop function creating this functionality custom through code.
Now, this can be replaced with a simple customization.

Adding a Rollup field is an option made available to only certain field data types.
The ones that do not accept Rollup field are as follows:

* Single Line of Text

* Option Set

* Two Options

* Image

* Floating Point Number

*  Multiple Lines of Text

* Lookup

Selecting a data type that supports Rollup Field allows us to select the Field Type as
Rollup, as shown in the following screenshot:

Type

Data Type * Dedmal Number ﬂ

Field Type * Rellup ﬂ
Precision * 2

Minirum Value * -100,000,000,000.00

Maximum Value * 00.000,000,000.00

IME Mode * auto

Select Edit to configure the behavior of the newly created Rollup Field. This presents
the already familiar interface that we've seen before in Calculated fields.
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In the configuration screen, the SOURCE ENTITY is usually preselected based on
the entity we started the configuration of the field from. We get to select RELATED
ENTITY and the AGGREGATION type, as shown in the following screenshot:

H save 37 SAVE AND CLOSE

ROLLUP FIELD

Rollup Field

4 SOURCE ENTITY

Source: Account

4+  Add condition

4 RELATED ENTITY (OPTIONAL)
Related: Opportunities (Account)
4 FILTERS (OPTIOMAL)
+  Add condition

4 AGGREGATION

COUNT of Opportunity

Use Hierarchy: YE§  Relationship: account_parent_account

The preceding example shows a selection of related Opportunities. Observe that we
can add Filter to limit the amount of records considered for the aggregation.

When creating a Rollup Field, the automatic calculation of the value happens by
default every 12 hours. The first run is not, in fact, on the field creation, but rather
after 12 hours from creation. This is highlighted in a message displayed at the bottom

of the Rollup Field editor window.

0 The “Mass calculate the account.new_rollupfield rollup field™ mass calculation job will automatically be scheduled to run approximately 12 nours from the time that the rollup field is saved. If you need to
change the time when ifs run, 2 system administrator can access this job from the Recurring System Jobs view and change the time,

The final Rollup Field, once added on a form and published will look like the

following screenshot:

Rollup Field 8 B -

Z]
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Observe the option to manually refresh the value. This will trigger an immediate
refresh, which allows a user to manually refresh a rollup field value when they know
a change of values has occurred.

An invalid formula will be flagged by the system. On the actual form, such fields
with an invalid formula are presented as in the following screenshot:

Rollup Field E -

Observe the exclamation mark presented. Fix the formula and republish the
correct values.

SLAs and the Timer Control

SLA stands for Service Level Agreement. This functionality in Dynamics CRM allows
us to define the level of support and commit to respect this agreement. SLAs also
allow us to track performance for client services in accordance with set expectations.
We have the ability to define measurable metrics to push to the service team's timely
warnings with regards to various support scenarios.

In Dynamics CRM, SLAs work in conjunction with entitlements if need be.
Alternatively, SLAs can be defined across an organization. When used with
entitlements, we define various levels of entitlements for groups of customers.
These entitlements define the related SLAs, and all service and interactions with
these customers are regulated through these new SLAs.

One simple example is to define company XYZ Inc. as a Gold level customer. Our
Gold level customers receive special treatment. Their inquiries and requests must be
fully addressed within a time frame of 24 hours. Thus, XYZ Inc. is entitled to this. A
representative of this company opens a case with us with regards to a product they
have purchased. The product turns out to be defective and needs to be replaced.
Because of the current entitlement, we need to dispatch a technician to replace the
defective product within 24 hours. Once the Case is opened, the SLA is associated
with the case. The timer control is triggered, and starts counting down from 24
hours. We could also have notifications at, let's say, the 12-hour mark to remind the
service team to review the case if no action was performed on this case.

We had the ability to achieve this with custom code before Dynamics CRM 2013.
With the Dynamics CRM Online Spring 2014 update and the CRM 2013 Service Pack
1 on-premise version, Standard SLAs were introduced. It has evolved over the next
few versions, and enhanced SLAs were added.
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Standard versus Enhanced SLAs

Enhanced SLAs have followed after Standard SLAs, and have added a few
additional features. These include items such as:

* Ability to pause an existing SLA: An SLA can be paused by the user if
needed, to reflect waiting for input from a customer. While the SLA is
paused, the time is not counted against the entitlement.

* Provide the ability to create success actions on an SLA: We can trigger
specific actions when a case has been resolved resulting in a successful SLA.
These actions could include both external and/or internal communication.

* Default SLA tracking on Cases: With enhanced SLAs, the default Case forms
include the timer control, not requiring us to make this customization.

An SLA is configured at the Organization level. This is not a
= component of a solution.

In order to customize SLAs, navigate to Settings | Service Management. In the
Service Terms section, you will find the configurations for both Service Level
Agreements and Entitlements.

- Service Configuration Settings
camer servim schecule, Ataciating the halidiy shedule with 5 ;; St gystmen. el orvicn setfings S your sigaeiation.

Customer Service Schedule

[f H Creste 8nd Manage custamer s8nvice SCHEIUNS r the Grgazation.

Let's navigate to Service Level Agreement and see how we can create our first SLA.
We will pick a very simple SLA example.

On the All Service Level Agreements view, select +New from the ribbon.
This brings us to the New SLA form.
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B SAVE EJSAVE&CLOSE 4 NEW

New SLA =

4 General

Name * Q|

Applicable you must provide a value for Name.

Business Hours

Enhanced

Allow

SLA Details

Mame Warn After Failure After

SLA KPI Field

Bl

Status Reason Owner™®

Draft Nicolae Tarla

Created On Modified

Here, we must define at least, the Name, Applicable From, SLA Type, and Allow

Pause and Resume fields.

The Applicable From field defines the starting time when the timer commences the
count. The default value is Created On, which represents the time the Case with this
associated SLA is created. If this is not necessarily the time when you want the SLA
to commence, other values available include the following:

* Modified On

* Follow Up By

* Record Created On
* Resolved By

* First Response By
* Escalated On

* Last On Hold Time
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The SLA type is nothing more than a selection of the type of SLA you intend
to create.

Observe that with the introduction of enhanced SLAs, this is the default
s value in this field.

Allow Pause and Resume tells the system exactly that. The default is set to Allow,
but it can be changed on SLA creation.

Setting up Business Hours allows the SLA to be aware of working schedules, and
only count against these schedules. For an organization that does not run 24/7,
this is an important configuration.

Once the SLA is created, the following fields are not changeable any more:

* Applicable From
e SLAType

e Allow Pause and Resume

If the configurations you have made are in fact not correct, to correct any of these
fields, you must recreate the SLA from scratch.

[ Note that an SLA is not available and applicable until it is Activated. ]

Once activated, an SLA can be applied to specific records, or it can be set as Default
through the available ribbon buttons.

SLA Details represents the specific Key Performance Indicators (KPIs) or metrics
for the respective SLA. You can also define the success and failure actions related to
this SLA.
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The default new SLA Details form called New SLA Item looks like the

following screenshot:

FILE SLA ITEM

u I " ! |1 Save & ewr Copy a Link Unfollow
Delete Email a Link
Save Save & View
Close Hierarchy - Follow
Save Collaborate

Run Start

Word

Workflow Dislog Templates

Process

Data

Run
Report

4 General

Name *

ﬂ Clear

# Clear

Failure after

Warn after

@ SLA Item
New SLA Item

Demo SLA [tem

Applicable When

E-] Group AMD ]-[ Group OR

Select

Success Criteria

[=] Group aND Jo[ Group GR

Select

Success Actions

SLA Item Failure

1 hour

Failure Actions

SLA Item Warning

30 minutes

‘Warning Actions

SLA KPY

Resalve By KPI

The SLA KPIs are trackable performance indicators. These are available to be selected

from the drop-down at the top of the form. The values include the following:

First Response By KPI
Resolve By KPI
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By default, there are two predefined values only. If you need to track
other KPIs, you must create new case fields of type lookup that refer to
e that particular KPI instance entity.

You can add as many SLA items as necessary, and you can order them as needed.
The condition in Applicable When defines when an SLA items is triggered.

Only the first SLA item that matches the condition in Applicable When
" is applied.

SLAs have behind the scenes corresponding Workflows that get triggered. When
activating an SLA for the first time, the corresponding workflow is also created
based on the definition of the SLA. From a permission stand-point, when you have
permissions to trigger actions in an SLA, you must have the same permissions to
perform the actions in the workflow.

Not all actions available in workflows are also available when defining the failure
and warning actions. Only the following actions are available:

* Send Email

* Create Record

* Update Record

* Assign Record

* Change Status

When defining Applicable When and Success Criteria clauses, if no
s AND or OR grouping is defined, the system defaults to the AND grouping.

In order to be able to define Failure Actions and Warning Actions, you must first
save New SLA Item. You must define at least Success Criteria for the SLA to make
any sense. This validation is automatically performed by the system. Clicking on
Save before having Success Criteria defined results in the following warning;:
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Message from webpage *

Mo Success Criteria is selected, SLA will always fail. Do you want to
continue?

o | o]

Defining Success Actions, as well as Failure and Warning Actions is done in a very
visual way — by selecting from the Add Step drop-down menu provided by one of
the previously mentioned options:

Success Actions
E3Add Step ~ | X Delete this step.
Send Email
Create Record
Up<date Record
Assign Record ~|

Change Status

You have the ability here to define multiple steps as needed. If a step is not required
any more, it can easily be removed by selecting it and clicking on Delete this step.

[ add Step = | 3 Delete this step.

* Send email: |CreateNe'\';Message V| Set Properties
* assign: |Ca5e Vl to | £fs meZco ji! Set Properties

# Change record status to: |Case V| |F‘"oblem Solved V|

Working with SLAs during maintenance periods is a task to be considered carefully.
When performing bulk data updates that trigger SLAs, and you don't want the SLAs
to be triggered, you must disable the SLAs for the organization and re-enable them
once the maintenance work completes.
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How SLAs are applied

SLAs are applied on Case creation if enabled, either by default or triggered by an
entitlement. The SLA is reapplied if any of the Applicable When fields are updated.
This could potentially result in failure or warning actions being retriggered. You
can prevent this behavior by adding a custom tracking flag field and adding it to
the Applicable When condition. This will check to see whether the flag was raised
already, and not trigger the actions a second time.

SLAs can also be applied on demand, or through the use of workflows. In order to
apply an SLA manually to a Case, you must add the SLA field to the Case form, as
shown in the following screenshot:

CASE DETAILS
Case Title * Contact information requested (sample]
D & CAs-00002-M3C4D2
Subject Information
Customer * & Alpine Ski House (sample)
Origin Phaone
Confact
Entitlement
Product
SLA jol
[#] Demo sLA
Active createdon
DESCRIPTION Look Up More Records
1 result + New

This allows the user to manually select an SLA to be applied to each case. Adding
this Enhanced SLA to an existing case makes the Enhanced SLA Details section
on the Case form light up with SLA specific information. The following screenshot
shows an expired SLA, which triggered various actions as customized:

4 Enhanced SLA Details

Name 4 Status Failure Time Warning Time Succeeded On
Resalve By KPI Noncompliant 12/16/2015 500 M 12/16/2015 4:30 AM
Resolve in © Expired
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Working with Documents

Document management has been a feature available with the Dynamics CRM
platform for a very long time — one of the first iterations dealt with storing
documents directly into the Dynamics CRM database. This is still available, as we
can add various document types to a Notes field. While this is available out of the
box, and relatively easy to use, there are various drawbacks to making this the
default document management strategy. As a matter of fact, this approach should
probably be discouraged as much as possible.

Notes, once enabled on an entity, is behind the scenes as a reference to an entity
called Annotation. This entity stores the file attachment along with note details and a
reference back to the entity that the attached document is referenced to. For some of
the out of the box entities Notes is enabled by default, but for all new custom entities
this must be enabled as needed.

In order to enable Notes on an entity, navigate to the entity configuration, and
find the Communications & Collaboration section. Make sure the Notes (include
attachments) checkbox is selected. Note that once enabled, Notes cannot be disabled.

Communication & Collaboration

«'| Motes {includes attachments)

While this configuration is very simple, and it might be tempting to use, there are
some very important factors why this is not necessarily the best approach. They are
as follows:

* Inability to track various versions of documents

* Inability to search for a document

* Inability to create document metadata, or search through document content
* Rather difficult process to manage documents or export/import from one

environment to another using only the out of the box tools

As the platform evolved, integration with other offerings brought us support

for SharePoint document libraries. This brings a new level of performance, and
the ability to manage document metadata, various enhanced search capabilities,
document versioning, as well as the ability to handle and manage documents and
document backup processes.

[157]




Dynamics CRM Customization

Microsoft SharePoint Server is a Content Management and collaboration platform
(CMS). When integrating with SharePoint, all documents are stored outside of
the Dynamics CRM database, and into SharePoint, in the context of a Microsoft
Dynamics CRM record.

With the current Microsoft Dynamics CRM 2016 version, two types of SharePoint
integration models are available. They are as follows:

* C(lient to server integration

* Server to server integration

Client to Server Integration with SharePoint

Using the client to server integration, we can integrate Microsoft Dynamics
CRM with SharePoint both on-premise and online. This approach requires the
installation of the Microsoft Dynamics CRM list component on the SharePoint
server. This is a SharePoint specific component that needs to be deployed prior
to configuring the integration.

Server to Server Integration with SharePoint

This approach is used when integrating Microsoft Dynamics CRM Online with an
Office 365 subscription. The SharePoint services from the Office 365 subscription are
used to perform the integration with the Dynamics CRM Online organization in the
same Office 365 instance. This approach does not require the use of the Microsoft
Dynamics CRM List Component.

% Once server to server integration is enabled, there is no way to revert to
/— client to server integration in the same environment.

This integration is supported only from Dynamics CRM Online, against SharePoint
online or on-premise. This support was added to Dynamics CRM with version 2015
Update 1 in the fall of 2015.
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As far as version support, SharePoint is supported starting with version 2010.

Server based integration with SharePoint must be enabled manually
/" in Dynamics CRM Online.

Once you have the integration enabled with SharePoint, the following tasks must
be performed in order to take advantage of document management features with
SharePoint:

* Configure the target SharePoint server

* Enable entity document management

Configuring the target SharePoint Server

Before you can actually store any document into SharePoint, you must configure
the target server. This allows you to point to a specific SharePoint Site Collection,
and configure how the documents are to be structured on the target server. You
do this by specifying the URL to the SharePoint server that will host your
organization's documents.

These configurations are available from the Settings | Document Management
section in your Microsoft Dynamics CRM Organization.

Document Management

Which featura would you like to work with?

Dacumant Management Settings Install List Camponent

SHRCT SHBUIT BOCUMANT MBABGAMENT SETnGS far your Brpanizaton natal List Component

" Enable OneDrive for Business

M9 Manage Office Graph Integration

'C;—_ Enatee Office begration and speaty etaull setlings for yout Grganization
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In order to configure in Microsoft Dynamics CRM Online, the server to server
integration, start from the Enable Server-Based SharePoint Integration. This wizard
will guide you through configuring this integration. The first screen of the wizard
describes clearly the features and actions available once this is enabled.

Enable Server-Based SharePoint Integration

After you enable server-based SharePoint integration, you'll notice the following changes if
you used the previous SharePoint integration:

- You can perform SharePoint actions in the CRM command bar.
- SharePoint documents display in Microsoft Dynamics CRM lists,

- There's no list component installation required for the SharePoint site.

If you're already connected to SharePoint sites, all the sites must be valid for server-based
SharePoint integration.

Following the wizard, you can choose whether the target SharePoint server will be
an online or on-premise deployment. When integration into the same Office 365
tenant, choose Online, otherwise choose On-Premise.

Next, specify the URL to the SharePoint site collection that will be used to store your
organization documents, and then, validate the site.

Once a connection is established and the URL is validated, your configuration is
saved. If you encounter any issues, make sure that the URL is valid and accessible.

[ After you enable server-to-server integration, you cannot go back ]

and use client-to-server integration.

Once you complete this configuration, you must run the Document Management
Settings wizard, as prompted by the final wizard screen. You can start it directly
from this wizard, or you can go back to Settings | Document Management and
start Document Management Settings from there.
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Enable Server-Based SharePoint Integration

Congratulations!
Server-based SharePoint integration is now complete!

You've added a new SharePoint site URL, but you'll need to go to the Document Management Settings
Wizard and enable the automatic folder generation for the site before you can view your documents in
CRM.

[0 Open Document Management Settings Wizard

Enable entity Document Management

Navigate back to Settings | Document Management once this is configured and you
will see that the option is not available anymore. This is normal, as once server-based
SharePoint integration is configured, we cannot revert.
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The Document Management Settings wizard is where we configure the entities
that will take advantage of SharePoint document management features. Since we
can create various SharePoint URLs to be used for document storage, in this wizard,
we are prompted to also provide the SharePoint site URL.

Document Management Settings @ Help

Select entities
Document management will be enabled on the selected entities.

Entities

Account

Address
Appointment

Article

Businass Unit
Camipaign
Camppaign Activity
Campaign Responsa
Case

Case Resclution v

U000 0O0O OO O

Set automatic folder creation settings

Folders will autematically be created on the SharePoint site if the SharePoint site is valid for
server-based SharePoint integration,

Site
URL:

Crerifis ChareDrind Tk 11D
Specifyy SharePoint Site URL

| Mext | | Cancel |

The URL is validated, and we are provided with an option to structure the
documents based on a specific entity. This allows us to configure basic taxonomy
in SharePoint in such a way that allows users easier access to the documents when
browsing the SharePoint site directly.

» If permissions allow, you can browse to the Dynamics CRM documents
stored in SharePoint directly in SharePoint. You can also surf this
' document library on a SharePoint intranet site.
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You can choose not to define a folder structure by an entity. This will create and store
all documents in folders based on the entities enabled for document management.

The process to create the proper folder structure in SharePoint will take a few
minutes, and when completed, a status of Succeeded is presented for each entity.

Document Management Settings i@ Help

Document Library Creation Status

To be created: a

Mewly created: ]

Failed: 0

Already existing: V]

Creation Details
Entities Document Library Status Failure Reason
Account nttpsy/me2co.sharepoint.com/account  Succeeded
Article httpsy/me2co.sharepoint.comy/kbarticle  Succeeded
Knowledge Ar...  hittpsy/fmeZcosharepoint.comyknowl... Succeeded
Lead nttps.//me2ce.sharepoint.comy/lead Succeeded
Opportunity nttpsyfmeZcosharepoint.comsopport..  Succeeded
Product nttpsy/me2co.sharepoint.com/product  Succeeded
Qucte httpsy/fme2co.sharepoint.comiguote Succeeded
Sales Literature  https://me2co sharepoint.comysaleslit.. Succeeded

Back || Einish H Cancel
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Once you complete this setup, you can navigate to a record of one of the entities
enabled for document management. This is the first time getting to such record,
since the folder structure is not yet created in SharePoint, so the user is prompted
to create it.

Create Folder X

Would you like to create a folder at this location:
https://me2co.sharepoint.com/account/A- Datum Corporation (sample)
_2C5C898331A6E511830D69CE654958330

Confirm | Cancel

Once you have created the folder, getting to the documents on this record you are
presented with a view into the list of documents stored on SharePoint and associated
with this record. The ribbon presents options that work with these documents,
including options to create new documents and upload new documents.

A. Datum Corporation (sample) -

Document Associated Grid ~
+uew = Fuooad [F DOCUMENT LOCATION =  [LADDLOCATION [¥ EDIT LOCATION = @ OPEN LOCATION =

1672016 846 PM Nicolae Tarls SharePoiny account/As Datum Corporation (sample) JC50E833 1.

Now we have a fully functional integration with SharePoint, and we can start taking
advantage of all the additional features offered by SharePoint.

OneDrive Integration

Starting with Microsoft Dynamics CRM 2016, we now have the ability to also store
documents in our OneDrive for Business folders. We also have this functionality to
complement how we use the existing document management features. From within
the documents view, we have visibility into a merged list of documents stored in
both SharePoint and OneDrive. However, when do we use one over the other,

you ask?
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OneDrive is meant for private documents, drafts not ready to be released, and so on.
As such, the documents stored in OneDrive are not shared with other users that
have access to a particular record. Other users will only see the documents shared
through SharePoint.

Configure OneDrive for Business by navigating to Settings | Document
Management. An option is presented to Enable OneDrive for Business.
It is as simple as checking the Enable OneDrive for Business checkbox.

If you encounter an error, as in the following screenshot, make sure your OneDrive
for Business account is initialized. All you need to do is navigate to your Office 365
tenant, to OneDrive for Business. The first time you access it, it will provision the
document library on SharePoint.

SharePoint Error

OneDrive for Business can't be enabled. Make Sure that licenses are assigned to CRM users and
OneDrive for Business is enabled in SharePoint.

Once enabled, you can go ahead and configure the folder settings if necessary.
You can decide to have all Dynamics CRM-related documents in a folder inside
your OneDrive called by the default CRM.

With OneDrive for Business configured, navigate back to a record and add a new
document in your OneDrive for Business this time. Going to Upload Documents,
select the OneDrive option from the CRM folder drop-down menu.
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Now have another look at Documents Associated Grid. Observe the two documents
loaded as well as target Document Location. One is in SharePoint and the other,
in OneDrive.

A. Datum Corporation (sample) = ki g

Document Associated Grid ~
4 nEw - T Unoap [F DOCUMENTLOCATION = [ ADDLOCATION [ EDIT LOCATION =

Office Graph Integration

Office Graph Integration is another new feature introduced with Microsoft Dynamics
CRM 2016. It is based on the trends analysis provided by Office Delve.

For additional details on Office Delve, see the following site:

https://support.office.com/en-us/article/What-is-Office-Delve-
1315665a-c6af-4409-a28d-49f8916878ca

In order for this aggregation to be significant and relevant, the use of various Office
365 features is very important. Email, OneDrive for Business and Office Sites are
some of the sources used for aggregation.

Relationships to content, topics, and users are analyzed and a board-like rolodex
of cards is presented as a result based on the analysis. This information can be
presented on custom dashboards, as shown in the example later.

Office Graph Integration is configured from Settings | Document Management.
Select the Manage Office Graph Integration option. The configuration is again

a simple enable option. Once enabled, you can navigate to Solution, go to
Dashboards, and add a new dashboard. Select a simple Dashboard, we will look at
the Interactive Experience Dashboard in a following chapter when we talk about the
Service module in detail.
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In the Section configuration, you will observe a new icon to add a Trending
Documents item.

Once the dashboard is saved and published, we can navigate to it, and we will
observe a section as shown in the following screenshot:

Delve Dashboard ~

Trending Documents oft

The more you work with documents and Office 365, the more relevant your Delve
stream will become.

Geolocation

The geolocation features have been available for a few versions now. While not
greatly popular, out of the box, we have the ability to map elements on a Bing map.
There are, however, a few small configurations required to enable it.

In order to use this feature, in Microsoft Dynamics CRM 2016 and Online, you must
enable it from System Settings. Some previous versions had this enabled by default,
which caused additional customization requirements to hide it when not in use.
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Navigate to Settings | Administration | System Settings. Scroll down on the

General tab until you find the Enable Bing Maps section. Select Enable Bing Maps
on forms to Yes.

Enable Bing Maps

o By enabling this command, you consent to share your data with an external system. Data imported from external systems into Microsoft Dynamics CRM Online are subject to our
privacy statement that can be accessed here. Please consult the feature technical documentation for more information.

Show Bing Maps on forms O ves @ No

Once enabled, check which address fields it is using. For the out of the box Account
for example, Address 1 is used as the source.

ACCOUNT

A. Datum Corporation (sample) =

4 Summary

ACCOUNT INFORMATION

Account Name ™ A. Datum Corporation (sample)
Phone 555-0158

Fax -

Website https/fwww.adatum.com/

Parent Account -

Ticker Symbol -

ADDRESS

2137 Birchwood Dr
Redmaond, WA 78214

U5,
ME 87th 5t
wl
(] NE 85tt i
5th 5t
’ E g
@ <
MNE . MICH TRAT = =
S e ‘;’;__; SAMMAMISH TRAIL ||| 4 g
2 5 = ©
B w MNE&3rd St 2 o
5 = . = - }:égi‘
b» binf} Z © 2016 Microsoft (_.".'%’fl::rporatlan € 2016 HERE-
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Make sure that when using this feature, the proper required licensing is in order.
Bing Maps has its own licensing model in place.

Additional geolocation features can be built on other platforms, such as Google
Maps, but most of them have a licensing cost associated.

One other option, if customizing this functionality, is to look into Open Street Map,
available at http://www.openstreetmap.org/#map=5/51.500/-0.100.

This is a freely available set of mapping data licensed under Open Data Commons
Open Database License by the OpenStreetMap Foundation (OSMF). Unfortunately,
there is no customizable module to be simply added to your Organization. You will
require a partner to help you build this integration.

Summary

Throughout this chapter, we looked at the main component of the three system
modules, the entity. We have defined what an entity is, and we have looked at what
an entity is comprised of. Then, we looked at each of the components in detail, and
we discussed ways in which we can customize the entities, and we can extend the
system. We have investigated ways to visually represent the data related to entities,
and how to relate entities for data integrity. We have also looked at various new
field types, such as rollup and calculated fields, which now reduce the amount and
effort of customization to simple Excel-like configurations. We've seen the SLA
functionality, and we've looked at various available document management options,
and trending analysis. We closed this chapter with a quick look at enabling the out of
the box geolocation features.

The next chapter will take you into the business aspect of the Dynamics CRM
platform, with an in-depth look at all the available business processes. We will look
at Business Rules and we will see other ways to enforce business specific rules and
processes using wizard-driven customizations available with the platform.
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Building Better Business
Functionality

In the previous chapter, we looked at the basics of working with entities in Dynamics
CRM and the essentials of customizing these entities. Now it's time to look at how
the Dynamics CRM platform impacts our business, and how can we tailor it to fit
most of, if not all, our business needs.

In this chapter, we will be looking at the following topics:

*  What are Processes?

* Types of Processes

* Dialogs

*  Workflows

* Real Time Workflows

* Business Rules

* The Business Process Flow

* Excel Enhanced Integration

* Automated Document Generation Templates
* The Mobile and Task Based Experience
* Dynamics CRM for Outlook

* The Dynamics CRM App for Outlook

* An Enhanced Search Functionality
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We'll be looking at how to work with each of the elements comprising the Sales,
Service, and Marketing modules. We will go through the customization options,
and how we can extend the system to fit new business requirements. We'll also

have a peek at the mobile experience, as well as the Outlook integration options.

What are Processes?

In the context of Dynamics CRM, Processes are a generic category that cover a

few functional features all grouped together. A process is any type of automation
introduced as part of customizing the system, and it involves multiple actions
grouped together. As such, some examples of processes supported by the platform
include Dialogs, Workflows, Actions, and Business Process Flows.

In the context of customizing Dynamics CRM, processes are created and grouped as
part of one or more solutions. Within the solution, processes are listed as a separate
category, and are accessible on their own configuration tab.

— Solution: CRM Book
{- |£, Processes

Solution CRM Book

Component Type Process ﬂ View Customizzble ﬂ
&7 Information
H& Components = _
EI Entiies &k Add Required Components ' Managed Properties More Actions -

F New | T Acdbdisting | X Delete | Sy Remove | @ Activate (3 Deactivate | 533 Show Dependencies

H option sets Process Name Cat
"#| Client Extensions

ﬂ ‘Web Resources

E. Processes

+3 Plug-in Assemblies

gory Primary Entity Status W &

| sdk Message Processing S...
(s“; Service Endpoints

% Dashboards

j Reports

B9 Connection Roles

-

records are available

Y-_!‘,] Contract Templates Mo Proces:
] email Templates

(3 Mail Merge Templates

§‘_y Security Roles

&} Field Security Profiles

Working within a solution, we can add new or existing processes, remove processes,
or completely delete them. Other options include the Activation and Deactivation of
a process. Any process, in order to be available to users, must be activated. While a
process is active, it cannot be removed and/or deleted.

When working with a large number of processes customized in a solution, you

can order the processes view by any of the columns available, either ascending or
descending. You can also apply filters to sort and reduce the number of processes
displayed in this view. This will help a lot when retrieving a specific process from a
large number of customized items.
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Processes can have defined specified dependencies. As such, a process could be
related to another process, in a parent/child relationship. A process can have one or
more child processes, depending on the complexity of the business requirements.
Splitting a large process into parent and child processes is a good practice to help
manage functionality in smaller and more manageable chunks.

There are three ways to create processes in Dynamics CRM:

* The most common method used by power users and administrators is
interactively through the user interface. The process builder in Dynamics
CRM is a pretty robust and simple-to-use tool that allows building of custom
processes with no code. This will be quite appealing to power users who can
customize aspects of the system without having to call for support from a
development team, and wait for the features to be implemented.

* Another method is by creating custom processes using code. This method
is targeted to developers, and is using workflow-related classes from
the software development kit (SDK). This is a very developer-focused
approach, and it involves planning, designing, developing, testing, and
deploying custom code solutions. Usually this approach involves a strict
deployment process, and tends to involve various teams in producing proper
packaged solutions.

* Finally, the last method to create processes is by importing already-developed
processes from other environments or solutions. These processes come
packaged in a solution. They can be either internally created, or can come
from an external source such as a system customizer or independent software
vendor (ISV).

Dialogs

One of the common processes customizable in Dynamics CRM is the Dialog. A
dialog is a type of process used to create an interactive data entry form that guides
the user step-by-step through a scenario. This process relies on continuous user
interaction, and requires user input to run through to completion.

A dialog presents the user with an interface similar to a wizard. The user can make
appropriate selection at each step of the dialog, and progress through all the steps

to completion. A dialog can be used for data capture, as well as for guiding the

user through a predefined scenario. It can include branching logic based on user
input, thus allowing us to handle more complex business scenarios. This can be very
helpful in call center scenarios, where, based on specific customer responses, a path
can be automatically selected to guide the service representative to the best solution.
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A dialog is usually launched by the user, or it can be customized to be triggered by
an action on the form. Launching a dialog by the user is done by navigating to a
record, and selecting Start Dialog from the ribbon:

+ NEW [ DEACTIVATE -.":,CONNECT ~ [ ADD TO MARKETING LIST

ACCOUNT

Blue Inc.

Summary
ACCOUNT INFORMATION POSTS

Account Name * Blue Ine.

S8 ASSIGN > EMAILALINK X DELETE | ===

Form

J Share

77 Follow

F;p Run Workflow
[¥ Start Dialog
[ Run Report
Eﬁ Relationship

Start Dialog

Start a dialog for this Account.

Once you select the Start Dialog option, you are presented with a Dialog selection
window. Here, you can select any of the On Demand Dialogs options available for

the specific type of record:

Look Up Record

Enter your search criteria.

Look for Process
Look in  On Demand Dialogs

Search | >earch for records

Process Mame

~*  Parent Dialog

<

1-10of1 {1 selected)

4
ﬂ D Show Only My Records
]
jo
Created On Modified On Stahh &

10/11/2014 1:40...  10/11/2014 2:02...  Activated

Page 1

Add Cancel
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Dialogs can be configured to be On Demand Processes or Child Processes. An On
Demand Process option is available to be run directly by the user or automatically
started through customization. Child Process can only be triggered by Parent
Dialog.

Dialog information is stored, in the context of the running process,
s in an entity called ProcessSession.

As opposed to workflows, dialogs cannot be created outside of Microsoft Dynamics
CRM. They must be created within the platform, and exported as part of a solution.

Creating a Dialog

Dialogs should be created as part of an existing or new solution. We can start
creating a new Dialog by navigating to a solution, and finding the Processes
section in the solution Components listing;:

5 Solution: Core
I} |3j}‘ Information

Solution Core

gj} Information

D_] Components
- [ Entities
ﬂ Option Sets
"9 Client Extensions
ﬂ Web Resources
i Processes
+3 Plug-in Assemblies
J Sdk Message Processing 5.
{?r Service Endpoints
ﬂ Dashboards
j Repaorts
§g Connection Roles
@ Article Templates
.,'P_‘:Pj Contract Templates
.Q Email Templates
24 Mail Merge Templates
&? Security Roles
% Field Security Profiles
r Routing Rule Sets
¢+ Record Creation and Upda...

[=] sLAs
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The New Process window gathers the minimum necessary dialog properties we
need to define. These are as follows:

* Name: This is the name of the Dialog process. It does not require to be
unique, but it should be at least distinct enough from other dialogs, and
representative of the functionality expected. Prefixes or naming conventions
could be used to reflect the use of these dialogs, and allow easy filtering
and grouping.

* Entity: The entity defines the default entity the Dialog is applicable to.

Once a Dialog is created, the entity cannot be changed. If the Entity needs
to change, a new Dialog must be created.

* Category: This defines the type of process. For Dialogs, it will be
obviously Dialog.

Dialogs are available to the entire Organization. Related records, such as the entities
the dialog modified and the dialog session record, must be editable by the user
running the dialog, otherwise errors will occur.

Once these properties are defined, click on OK to create the dialog.

Create Process A
Define & new process, or create one from an existing template. You can create four kinds of processes: business process
flows, actions, dizlogs, and workflows,
Process nama: * SALES - Account Validation D'alog| X
Category: * Dizlog | Entity: * Account v
Type: (®) New blank process
() New process from an existing template (select from list):
< >
oK Cancel v

This results in the creation of the dialog template, and launches the Dialog
configuration window. Here, we can start adding the necessary steps to be executed.
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n Il ) Save and Close (I | G Activate | =35 Show Dependencies 1 mActions - (@ Help ~
Process: SALES - Account Validation Dialog Working on solution; Core
li| Z. Information
4 Common Geners Administration Notes
Z. Information = Hide Process Properties A
9] Audit History
N =Rt Procass Nama * SALES - Account Valiation Dialog | Entity Account
[&) Process Sessions Activate As Process v Category Dialog
Available to Run
E As an on-demand process
[[] s a cnild process
[F}Add Step » | JSlnsert =
~ Input Arguments
Add
- Variables
Add
+ Steps
Select this row and click Add Step.
W
Status: Draft

First off, observe that at the bottom left of the window the Status of the Dialog is a
Draft. A Dialog is editable while in Draft, but is not usable by the system users in
this state. Once we are done editing this Dialog, we can click on the Activate button
on the ribbon to make it available to all system users.

The Available to Run section provides us with the ability to configure when and
how this Dialog can be triggered. We can configure it to be triggered only by users
manually, only as a child of another Dialog, or both.

The next section allows us to configure the content and steps of the Dialog. We can
configure the following three items:
* Input Arguments: These are used to transfer data between parent-child dialogs

* Variables: These are used for temporary data storage throughout the
dialog execution

* Steps: These are the actual windows and prompts presented to the system
user interacting with the Dialog
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Dialog Steps
You can add new steps to a dialog by selecting the step type from the Add Step
drop-down menu in the editor window.

[F3Add Step ~ | “r=Insert « Delete this step
Stage

Page

Guery CRM Data
Assign Value

Create Record
Update Record
Assign Record

Send Emai

Start Child Workflow
Perform Acticn

Link Child Dialog
Change Status

Stop Dislog

For the purpose of this example, we'll create a simple prompt to capture a Yes/No
answer to a question. For more complex scenarios and details on all the available
steps, see the documentation on Technet:

https://technet.microsoft.com/en-us/library/dn531180.aspx#BKMK
DialogComponents

The following are the steps to add dialog from the Add Step editor window:

1. Select Page from the Add Step drop-down menu. Once a Page record is
added, give it a description, and select the row as instructed here:
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[ Add Step - jﬁ-‘-lnsE"tv A5 Delete this step

= Input Arguments

ned

dd

* Variables

ped

dd
- Steps
o w Page: Simple Yes/Mo prompt.

Select this row and click Add Step.

2. Click on Add Step again and this time observe that Prompt Details and
Response Details are available for selection. Select both. Give the new record
a description, and then click on Set Properties to define the actual question

and answer:

m |2 save and Close @Help ~
General A Form Assistant >
Statement Label *  Duestion Dynamic Values ~]
Prompt Details Dynamic Values o

Prompt Text * - Operator:
= [
Look for:
Account [v]
[
Tt .
X | & ®
Response Details
Respanse Type None v Log Response @ Yes 0 Ne Default value:
Data Type Text v Default Value
Provide Values Define Values
Query CRM data
Response Values
Value *
Label *
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3.

Statement Label is taken from the previous input. Fill in the Prompt Text
field, which is the actual question to be asked. You can add Tip Text with
additional information.

In the Response Details section, select Response Type as Option Set (radio
buttons). Leave Data Type as Text, and further down in Provide Values
make sure Define Values is selected. Here, you can also configure a system
query to retrieve data dynamically from the system by selecting Query
CRM data. Queries are built using FetchXML, and they are beyond the
scope of this book. For additional details on FetchXML queries for Microsoft
Dynamics CRM, see the MSDN documentation available at https://msdn.
microsoft.com/en-us/library/gg328117.aspx

To complete this step, add the Yes and No values in the Response Values by
selecting the + symbol on the ribbon. Define the Value and Label properties
for each, as shown in the following screenshot:

Mo

Response Details

Response Type Option Set (radio buttons) ﬂ Log Response ' Yes '3:::3' Mo
Data Type Text ﬂ Default Value
Provide Walues u Define Values
() Query CRM data
Response Values
A z
= & 8 7 i Value * Mo
Yes Label * Mo

6. Once done, click on Save and close the window from the top ribbon.

You are returned to the process configuration window, and the step is
displayed as configured:
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3 Add Step - j"'-'-'|r‘|5vE"t - )( Delete this step.

* Input Arguments

el

dd

+ Variables

T

dd

- Steps

« Page: Simple Yes/No prompt,

& Question
Prompt and Response: Set Properies
Prompt: Are you an existing customer?
Response:  Yes
Mo

7. You should now continue to build the Dialog with additional steps.
Once complete, Save and Activate the Dialog. You are prompted to confirm
Activation. Once activated, you cannot edit or modify the Dialog. In order

to make changes, you must Deactivate it first, make your changes, then
reactivate it.

Process Activate Confirmation X

Do you want to activate the selected 1 Process?

This action will attempt to activate the Process you have selected.

Activate | Cancel
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8. With the dialog activated, navigate to an Account, since this Dialog is related
to the account entity. From the Account ribbon, select Start Dialog, as seen in
the following screenshot:

=+ New  [§ DEACTIVATE &3 CONNECT | ~ [ ADDTO MARKETING LIST $8 ASSIGN e EMAILALINK X DELETE FORM € SHARE

B! Share Secured Fields

ACCOUNT . ACCOUNT DETAILS ¥ 77 Follow
A. Datum Corporation (sample) = S

9. This brings a lookup window listing the available Dialogs in the
Organization. We see here the Dialog we just created in the
following screenshot:

Look Up Record X
Enter your search criteria.
Look for Process ﬂ [ Show Only My Records
Look in  On Demand Dialogs ﬂ
Search | Search for records jo)

Process Name Created On WModified On Stah g
~'  SALES - Account Validation Dialog 1/10/2016 10:02... 1/10/2016 10:35... Achivated

< >
1-10f1 (1 selected) Page 1
Add Cancel
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10. Select the Dialog and click on Add. This launches the Dialog and displays the
first prompt we added, as seen in the following screenshot:

SALES - Account Validation Dialog
Simple Yes/No prompt.
>
e Tip
Are you an existing customer?
®ives
J No
Click to add comments
| Help | | Summary | | Mext | | Cancel |

11. Click on Next to proceed through all the steps of the dialog, and then click
on Finish to complete it. Depending on the level of complexity created, you
could be adding and modifying record data, creating new records, triggering

child workflows, and performing other actions.

Managing Dialogs

The process of managing dialogs revolves around the principle of solutions and
activation. Dialogs should be created as part of the solution in Microsoft Dynamics
CRM. This allows them to be moved from one environment to another, as well as

exported for solution backup purposes.

On creation, a Dialog is in Draft mode. In order to make it available to users, it must
be activated. Activating a Dialog makes it non-editable, and available to system users

to execute.

To make a Dialog unavailable, deactivate it. Once deactivated, a Dialog can be

further edited and customized, then reactivated when needed.
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Workflows

A workflow is another type of process that can be defined within the Dynamics CRM
platform. This process is used to model and automate business processes.

There are two types of workflows customizable with Dynamics CRM 2016:

* Background workflows (async)

¢ Real-time workflows

Workflows run in the background. They are triggered either automatically based

on certain triggers on the entity forms, based on specific conditions, or they can be
started manually by a user. Starting a workflow manually is done by navigating to a
record and selecting the Run Workflow option on the ribbon.

+ NEw [ DEACTIVATE &3 CONNECT | ~  [GADDTO MARKETING LIST  $8 ASSIGN & EMAILALINK X DELETE
Form
ACCOUNT & Share
Blue Inc. Y Follom
!;p Run Workflow
Summary [ Start Dialog
ACCOUNT INFORMATION POSTS [ Run Report 3
Account Name * Blue Inc. ng Relationship 4
Phone - Both

Once the Run Workflow option is selected, the user is presented with a dialog to
select On Demand Workflow to be run.

Look Up Record x
Enter your search criteria.
Look for Process (¥ [ Show only My Records
Lookin  On Demang Werkiiows v
Search o
Process Name Category Created On Mod &
Mo Process records are available in th
< >
0-00f 0 (0 selected) Page 1
Cancel

[184]



Chapter 4

If no workflows are customized for this specific entity, or no workflows are enabled,
the Look Up Record view will not display any records. For records to be available in
this view, a few conditions must be met:

¢ The workflow has to be enabled

* The workflow has to be targeted to the entity we are trying to run the
workflow against

* The workflow must be an on demand workflow
No child workflows can be selected to be run this way.

Workflows can be created in the same fashion as dialogs, using the Dynamics CRM
process builder wizard, by creating them in custom code, or by importing them from
other solutions. In addition, workflows can be created declaratively. This process
does not involve writing any code, and you do not have to compile them. Using this
approach you declare the workflow definitions using a language called XAML. This
is a declarative markup language used mostly to simplify creating user interfaces for
.NET applications.

[ XAML workflows are not supported in Dynamics CRM Online. ]

While workflows can perform almost the same operations as custom coded plugins,
there are certain situations where a workflow is recommended over a plugin.

These include situations where the business logic needs to be updated regularly

by non-developer users, or when we need the ability to start a process manually.

Workflows can be distributed from one environment to another as part of a custom
solution. There are, however, some considerations to be aware of. If your workflows
reference specific entity instances, the unique IDs of the entity will differ in a new
environment. Dynamics CRM only resolves system user and currency records
based on the full name property, while all other entities do not get resolved. For this
reason, if you deploy workflows as part of a solution to another environment, you
must verify after deployment to make sure all workflows are enabled. Workflows
where the above condition is encountered will remain in a Draft state, and will
require the user doing the deployment to correct the references and reactivate

the workflows.
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Just as Dialogs, Workflows are in a Draft state while they are being worked on.
Once you are ready to make them available to users, you must activate them. On
activation, the workflow subscribes to specific events, and listens for them to be
triggered. Once triggered, the workflow creates a new asynchronous operation
and adds it to the asynchronous service queue. As such, workflows are running
asynchronously.

[ % Asynchronous operations can be suspended and restarted by users. ]

Running a workflow asynchronously allows Dynamics CRM to queue execution
and process operations at a later time. This allows the platform to manage resources
efficiently, and allows long running processes to be paused and resumed as needed.

Using the asynchronous service, long running processes can be safely paused and
resumed while the state is being saved. This allows the system to restart without
losing the process state. This save is taking advantage of the persistence service by
saving the state on the disk. This also allows a process that crashed to restart from
the last persisted point.

Creating a Workflow

The process to create a workflow in Microsoft Dynamics CRM is somewhat similar to
the one described previously when creating a Dialog;:

1. Within the solution package, navigate to Processes.

2. Here, select New. Give it a relevant Name, choose the Entity that will trigger
the Workflow, and in Category select the Workflow option, as shown in the
following screenshot:
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Create Process

Diefine & new process, or create one from an existing template. You can create four kinds of processes: business process
flows, actions, dizlogs, and warkflows.

Process namea: * Account Demo Workflov.i *

Category: ™ Workfow v Entity: * Account V]
E Run this workflow in the background (recommended)

Type: ®) Mew blank process

) Mew process from an existing template (select from listy:

o

OK Cancel

3. When clicking on OK, you are presented with the Information screen.
Here, we can now define the scope of the workflow.

s

Note that a workflow, as opposed to a dialog, allows us to define a

%j%‘\ scope. The available choices are User, Business Unit, Parent: Child
’ Business Unit, and Organization.

The purpose of defining a Scope for Workflows is to further restrict access to the
records affected. It works in conjunction with the user's permissions on the system.
For example, selecting a scope of User makes only the records owned by the current
user available to the process, no matter the organizational-level access the user has
configured through permissions.
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The Start when option allows us to define when the workflow is automatically
triggered. We can trigger a workflow manually, just like we described earlier with
a Dialog, or we can configure it to be triggered automatically when an action takes
place on a record. The choices available are as follows:

* Record is created: When a new record is created and saved initially,
a workflow can be triggered.

* Record status changes: When we change the status of a record, for example,
from Active to Closed, we can trigger a workflow to perform closing actions.

* Record is assigned: This triggers a workflow when the owner of a record
changes.

* Record fields change: This gives us the option to trigger a workflow when
we modify the value of a filed on the record form. We have the choice to
select which fields are available to trigger the workflow execution.

* Record is deleted: When a record is removed, we can trigger a workflow.
For example, we can create an audit record when a Contact record is deleted
from the system.

The Available to Run section allows us to define when the workflow can be
triggered. For example, selecting As an on-demand process makes the workflow
available to be triggered manually by a user. As a child process makes it available
to be triggered from another workflow. Finally, unchecking Run this workflow in
the background (recommended) is what allows us to define a Real-time workflow.
This option was introduced in Microsoft Dynamics CRM 2013, and replaces many
situations where we needed to write simple custom code plugins.

The default selection has this checkbox selected. Unchecking this

option makes it a Real-time workflow. You cannot change the option
s directly; you have to select the Convert to a real-time workflow option

on the ribbon.

Workflow Job Retention allows us to configure whether to keep a record of the
successfully completed workflows. For situations where this stores too much data,
you can select to have this information removed on successful execution of each
workflow.

The process of adding steps is similar to the one we described previously in
the Dialogs section. We do get a few additional options specific to workflows,
such as Start Child Workflow or Stop Workflow, which are self-explanatory.
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Real-time Workflows

Real-time workflows are by nature very similar to regular workflows in Dynamics
CRM. The creation process is identical to regular workflows. This type of workflow
was introduced with Dynamics CRM 2013, and involves a change in the backend of
how the information is processed. These processes are not queued, but they execute
immediately or in response to a message.

Real-time workflows execute in the same stage as synchronous plugins. They can
execute before, after, or during the main operation. They can also be ranked within
a stage, same as plugins.

These workflows can run either in the context of the current user, or the workflow
owner. When running a workflow manually, it only runs in the context of the
current user.

A limitation of Real-time workflows is that they cannot contain any delay or
wait activities.

A Real-time workflow can be converted to asynchronous and back to
i~ real time. The workflow must be in draft mode to be able to modify it.

Actions

Actions are a special type of workflow in Dynamics CRM. They have been
introduced with version 2013, and are used to define custom messages. Actions
are used to add new functionality to the organization's web service or to combine
multiple organization's web service message requests into a single one.

The basic actions in most systems are defined by verbs such as Create, Update,
and Delete. CRM systems add Assign to this list. Through Actions, we can define
additional functionality such as Escalate, Approve, Schedule, Route, and so on. By
combining processes based on the core actions, system customizers can create new
actions for specific business needs.

The Actions are defined by implementing workflows. The action workflows are
registered in the core operation of the execution pipeline.

Actions are supported in both on-premise and online Dynamics CRM organizations,
but just like workflows, when defined using declarative XAML, they are only
supported in Dynamics CRM on-premise and internet facing deployment (IFD)
scenarios.
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One main difference between actions and regular workflows is that actions can be
declared global, where they are not associated to a particular entity. Also, actions
can be triggered from a JScript.

[ Actions always run in the context of the calling user. ]

One aspect to be aware of when defining actions is that they are not supported with
offline clients. If the expectation is that offline access is required for certain actions,
a more creative approach must be taken and possibly plugins may be used.

Actions can be created in two ways: through the process builder just like any
workflows and dialogs, or through custom code. The first approach is targeted
mostly at power users, as a no code approach, while the latter requires a developer
to be involved in the creation of the action definition.

Just like Workflows and Dialogs, Actions can be added to a packaged solution and
transferred to another environment.

The steps to create an action through the process builder are explained as follows:

1. In the context of a solution, navigate to Processes.
2. On the processes listing view, select New to create a new process.

3. In the Create Process window that pops-up, define the required fields and
select Action from the Category drop-down. For the entity definition, you
can create an action against a specific entity, or a global action.

Create Process
Define a new process, or crezte one from an existing template. You can create four kinds of processes: business process flows,
actions, dialogs, and workflows
Process name: * Escalate x
Category: * Action v Entity: * None (global) v]
Type: (@) MNew blank process
() New process from an existing template (select from list):
< >
OK ‘ | Cancel
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With the selections in place, you are ready to create the new Action. Select OK.

The creation of the action from this point forward is quite similar to creating a
workflow. The main difference is the ability to define a multitude or arguments of
various data types, as well as the direction of arguments.

General Administration Naotes

* Hide Process Properties

Process Name * |ES(5|Ete | Entity Mone (global)
Uigsetiame™  Peifete ] Category [Acton

’ v
Activate As Process M Enabie rollback

‘Workflow Log Retention

@ Keep logs for workflow jobs that encountered errors

* Hide Process Arguments

d 3 & 8 3% Mame ¥ MewArgument

Name~= Type Reguired Direction Type ™ Boolean ﬂ
Entity [v]
Required M
Direction @ Input () Output
Description New Argument

[ Add Step = | Jsainsert -

Select this row and dick Add Step.

The Enable Rollback configuration on the Action creation screen allows us to define
when we disable the Rollback feature. There are situations when the code goes
beyond the scope of CRM. These actions cannot be rolled back, and so we can disable
the option in the Action configuration form.

% Using Actions allows us to run custom business logic using server-
= side events.

[191]



Building Better Business Functionality

Quick View and Quick Create Forms

Entities in Dynamics CRM can be accessed from various parts of the system, and
their information can be presented in various formats. This feature contributes to the
360 degree view of customer data.

In order to achieve this functionality, the entities in Dynamics CRM present a variety
of standard views available for customization. These include standard entity forms,
quick create forms, and quick view forms. In addition, for mobile devices, we can
customize mobile forms.

Entity Forms

As we have seen in the previous chapter, each entity can be customized with a
multitude of views. We can have role-based views, which change based on the user's
security role, and we can also have more than one form available to users to select
from. We can customize which view is presented to the user based on specific form
rules, or based on other business requirements.

It is good practice to define a fallback form for each entity, and give all the user
view permissions to that form. Once more than one main forms has been created
for an entity, you can define the order in which the forms are presented based on
permissions. If the user does not have access to any of the higher precedence forms,
they will be able to access the fallback form.

Working with contingency forms is quite similar, in that, a form is defined to be
available to users that cannot access any other forms in an entity. The approach

to configuring this is a little different though. You create a form with minimal
information displayed on it. Only assign a System Administrator role to this form,
and select Enable for fallback. With this, you specify a form that will not be visible
to anybody other than a system administrator. In addition, configuring the form
like this, it also becomes available to users whose security roles do not have a form
specified. With such a configuration, if a user is added to a restrictive group that
does not allow him/her to see most forms, they will have this one form available.
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Quick View Forms

The quick view forms are a feature that was added with Dynamics CRM 2013, and
allows system customizers to create a minimalistic view to be presented in a related
record form. This form presents a summary of a record in a condensed format that
allows you to insert it on a related record's form.

The process to using a quick view form comprises two steps:

* Create the quick view form for an entity
* Add the quick view form to the related record
Creating a quick view form is a process similar to creating any other form. The only

requirement here is to keep the amount of information minimal in order to avoid
taking up too much real estate on the related record form.

Form: Account

A very good example is the quick view form for the Account entity. This view is
created by default in the system. It only includes the account name, e-mail, and
phone number, as well as a grid of recent cases and recent activities.

We can use this view in a custom Project entity by performing the following steps:

1. On the project's main form, add a lookup field to Account to define the
account related to the project.
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2. On the project form customization add a Quick View Form from the ribbon.

=)

Culick Wiew
Form

@ Web Resource

3| IFRAME

Motes

Controf

Bing

T
vidDs

Mavigation

Link

form.

Quick View Form

Insert a quick view form into the main

3. Once you select Quick View Form, you are presented with a Quick View
Control Properties window. Here, you define the name and label for the
control, and whether you want the label to be displayed on the form.

4. Inaddition, on this form, you get to define the rules on what is to be
displayed on the form. In the Data Source section, select the lookup field and
related entity to show Account, and in the Quick View Form drop-down
menu, select the account card form. This is the name of the account quick
view form defined in the system.

Data Source

Lockup Field

Related Entity

Quick View Form
Selected quick view forms

Account : account card

Account
Account

account card

Edit

Specify the primary data source for this Quick View Form.

Mew

<] [<] [<]

5. Once complete, save and publish the form.

Navigating to a Project record now, we can select the related Account and the quick
view will be automatically displayed on the Project form.
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Project Rouge

Name ™ Project Rouge
Account ™ Blue Ine. & CUSTOMER DETAILS
Blue Inc.
B Email
. Phone 18881231234

B RECENT CASES

Status Case Title

The default quick view form created for the Account entity is now displayed on the
Project form, with all the specified Account related details. This way, any updates to
the Account are immediately reflected on the Project form.

Taking this approach, it is now much easier to display all the necessary information
on the same screen, so that the user does not have to navigate away and click
through a maze to get to all the data needed.

Quick Create Forms

Quick create forms, while serving a different purpose than quick view forms, are
confined to the same minimalistic approach. Of course, a system customizer is not
necessarily limited to a certain amount of data to be added to these forms, but rather
should be mindful of where these forms are being used, and how much real estate is
dedicated to them.

On a quick create form, the minimal amount of data to be added are the required
fields. In order to be able to save a new record, all business required fields must be
filled in, and they should be added to the quick create form.

Quick create forms are created the same way as any other type of form:

1. In the solution package, navigate to entities, select the entity where you want
to customize an existing quick create form or add a new one, expand to the
views section, and you will see all the existing view for the specific entity.

2. Here, you can select the view you want to modify, or click on New to create a
new one.
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3. Once the view is open for editing, the process of customizing the view is
exactly the same for all views. You can add and remove fields, customize
labels, rearrange field on the form, and so on.

In order to remind the customizer that this is a quick create view, a minimalistic
three-column grid is provided by default for this type of view.

Pay close attention to the fact that you are limited by the type of control
% you can add to a Quick Create Form. Items such as iFrames and
T sub-grids are not available.

Form: Project

4 Project Details

|| @ Name™

That is not to say that the layout cannot be changed. You can be as creative as needed
when customizing the quick create view.

Once you have the form created, save and publish it. Since we have earlier created
a relationship between Account and Project, we can add a grid view on the Account
displaying all related child Projects.

Navigating to an Account now, we can quickly add a new child Project by going
to the Projects grid view and clicking on the plus symbol to add a Project. This will
launch the Quick Create View of the Project we just customized.

Project x

Mame ™

Save Cancel

MName

Project Rouge
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As you can see in the preceding screenshot, the quick create view is displayed as an
overlay over the main form. For this reason, the amount of data should be kept to a
minimum. This type of form is not meant to replace a full-fledged form, but rather to
allow a user to create a new record type with minimal input and with no navigation
to another record.

Another way to access the quick create view for an entity is by clicking on the Create
button situated at the top right of most Dynamics CRM pages, right before the field
that displays your user name. This presents the user with the option to create one of
the most common record types available in the system.

Settings | v  Solutions | v

Activities Records

Task % Account
Phone Call Case
E Email E Competitor
Appcintment Contact

Selecting any one of the Records options presents the Quick Create View. Selecting
to create Activities this way will not present a quick create form, but rather will take
you to the full activity form.

Once a quick create form record is created in the system, the quick create form closes
and a notification is displayed to the user, with an option to navigate to the newly
created record.

Nicolae Tarla

G) (-:l-) Search CRM data jo. L:"'r me.co

a Contact Johnny Moore was created successfully View Record Create Another x
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Business Rules

Business rules is a new feature added to Dynamics CRM with version 2013. It
allows power users and nondevelopers to create automated processes without the
use of custom code. It is a very powerful feature that's been added to the system
customizer's toolbox.

With the use of business rules, now we can apply form logic to replace some of the
JavaScript code we previously used for customization. For situations where we
want to validate fields, show or hide fields based on values of another fields, or
simple form manipulations, we can now implement Business Rules. These rules can
be applied in a pseudo-code format. No code is required, as the whole creation of
business rules wizard based.

While this is a step in the right direction, business rules will not replace JScript
completely. For complex validations and implementation of complicated rules, you
will find that certain limitations will still require a JScript developer to be involved.

The main difference between workflows and business rules is the location where
the process runs. Business rules are primarily meant as a client side logic, and the
result is expected to directly and immediately influence the user's interaction with
the system.

The most common application for Business Rules involves the following processes:

* Set or clear a field's value

* Set the required/not required level on a field
* Enable or disable fields

* Show or hide fields

* Validate field data

* Show error messages to users

Business Rules are included in a solution at the entity level. This way they can be
deployed from one environment to another.

Business Rules can be applied not only to the main entity form, but
= also to quick create forms.

In order to customize Business Rules, you must at least have a System Customizer
role. Furthermore, to activate a Business Rules you must have the Activate Business
Rule privilege.
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When creating Business Rules, you can set the scope to either a specific form, or to
all forms. Selecting All Forms applied the business rule to all main and quick create
forms for the entity. You have no ability to only select specific forms.

Creating a new business rule involves the following steps:
1. From the solution package that will hold the customizations, navigate to an

entity and expand the options. Click on Business Rules.

2. In the business rules grid, select New to create a new business rule. You are
presented with a new window that allows you to customize the business
rule definition.

B save Scope  AllForms

BUSINESS RULE: Account

New Business Rule Demo

This is a newly created business rule for demo purpose.

4 IF..THEN

4 CONDITION
If Account Rating equals "Default Value”

and Account Number does not equal "0"
+  Add condition

4 ACTION
Set Account Name to Account Number
+  Addaction

4 ELSE

4 CONDITION (OPTIONAL)
+  Add condition

4 ACTION
Set Account Rating to Category

+  Addaction

Draft

3. Provide a name for your new business rule. Make sure the name is
descriptive enough to allow other users customizing the system in the
future to quickly understand the purpose of this business rule.
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4. Next, configure the conditions for execution. Here, you can set various
conditions, by selecting the Add a condition option represented by the +
sign. Selecting this opens up a grid where you can select the field against the
condition it is running, the operator, type, and field.

And/Or Field Operator Type Value

or - Account Name - Equals A Value A aaa

©®

When adding multiple conditions, you can define AND or OR operators. You
cannot, however, define a combination of both AND and OR operators in the same
condition. You can define an ELSE operator with a new set of conditions as part of
the same logic, as described in the preceding screenshot.

Operators used within the condition include most of the common conditions, such
as equals, does not equal, contains and does not contain, begins with and does
not begin with, ends with and does not end with, and contains data and does not
contain data.

The type allows us to define a condition against a field or the value of a field.

A simplistic example of a condition can be described in pseudo-code as Account
Number does not equal 0:

1. Once you have the conditions defined, we can move on to defining the
Actions. We can configure one or more actions, as required. All actions
associated with a set of conditions will be executed together.

2. Adding an action is similar to adding a condition, by clicking on Add Action
represented by the + symbol. Performing this action presents us with a
drop-down menu of available actions to be configured.
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4 ACTION

Set Account Name to Account Number

A =~
+  Addaction Show error message

ELSE Set field valus

Set business required
4 CONDITION (OPTION4
Set wvisibility

+  Add condition Set default value

Lock or unlock field

4 ACTION

3. Through these preconfigured actions we can generate and display a defined
error message, we can set a field's value either as a fixed value or the value
or another field, we can set a field as business required or not, set a field's
visibility or lock or unlock a field.

4. As we can observe, some of the limitations include the lack of ability to set a
field as Business Recommended, or set the value of a field to a Calculated
value. For these situations, we still need to revert the JScript or take
advantage of other features such as calculated fields.

5. Finally, provide a description of the business rule in the description field.
This will help future system customizers to determine the reasons for
creating this business rule, as well as the business logic. Here, you can
also track the updated performed while customizing the system.

6. Once your business rule is fully customized, save it. In order to make it
available to users, you must activate it. Later on, if you need to modify it,
you must deactivate it before any modifications can be made.

You can create a business rule based on another existing business
/~— rule by performing Save As and modifying the new rule as required.

When using business rules to customize a system, you must be aware of the order of
execution. First off, all system scripts are executed, followed by custom scripts on the
form, and then the business rules logic. When multiple business rules execute against
the same fields, the business rules are applied in the order in which they were
activated. The oldest activated business rule is applied first.
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Limitations of Business Rules

While business rules are a very handy customization option for power users,
we must take the following limitations into consideration:

* Business rules do not run on record save. They are triggered by the
OnChange message of the field, or by the form OnLoad.

e [f a field associated to a business rule is removed from the form, the business
rule will not run. No error message is presented to the user or logged in
the system.

* Interaction of business rules is limited to form fields only. No other form
elements can be manipulated through business rules.

*  When performing a field value change using business rules, the OnChange
event is not triggered. If you have scripts set to run on the OnChange event
of that field, they will not run when the value is updated by a business rule.

* Certain whole number fields cannot be used in business rules. They include
Time Zone, Duration, and Language, and they are not presented in the
rule editor.

* Nevertheless, business rules are an important advancement that has been
added to the system. They enhance the ability of nondeveloper system
customizers to create rules through a visual editor and implement logic
with no code.

Business Process Flows

Starting with Dynamics CRM 2013, Microsoft introduced Business Process Flows.
They are a feature similar in design to other processes, but provide very different
capabilities to the system. Business Process Flows provide users with a visual way
to guide a system user through a predefined business process to get work done. The
user experience is greatly enhanced and streamlined. They provide visual guidance
through a predefined business process, highlighting the user interaction with the
system, and defining the steps and the requirements at each step in order for a

user to complete a process. These processes can easily be customized through a
wizard-based, no-code approach. They also allow a user the ability to select the
process type to be used when performing an activity.
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Business Process Flows are used to define a process and the required steps for

users to take to achieve a desired outcome. Each step is visually indicated through
graphical representation on the record, and include a listing of required fields at that
step. A user has the ability to navigate through the defined steps, determine what
needs to happen at each step, and make decisions regarding the best approach to
take to complete a process. Users also have the ability to advance the process to a
new step if certain business requirements are met.

%)

(r)
_
[Pamiypcne Paoeer e  ace > Netsum]
clich i

Existing Contact? v Estimated Budget $3,000.00 i Capture Summary click to enter
Bxisting Account?

« Purchase Process Committee

+ Purchase Timeframe Next Quarter Identify Decision Maker mark complete

An example of a predefined Business Process Flows is the Lead to Opportunity
Sales Process. This is one of the standard defined processes in Dynamics CRM, and
provides a good representation of the potential of Business Process Flows on the
platform. All existing Business Process Flows can be customized to match existing
business requirements, and new processes can be created from scratch.

The main purpose of Business Process Flows is to reduce the amount of user training,
by enhancing the ability to guide the user through predefined steps:

* Business Process Flows can be configured to support sales methodologies
specific to each business and group, as well as service response processes.
You can also customize Business Process Flows for any other business
requirements involving standard or custom entities defined in Microsoft
Dynamics CRM.

* Following a specific predefined Business Process Flow greatly reduces
the amount of mistakes a user can make when performing his/her duties,
and allows users to quickly and efficiently correct mistakes. This results in
increased customer satisfaction.

*  With the help of Business Process Flows, a system user can easily determine
where he/she is in the process, what needs to be done next, and what was
already completed.

* Each Business Process Flow defines a collection of stages and steps. They
are visually displayed at the top of the records that have Business Process
Flows enabled.
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* Stages are the main groupings, and contain a set of steps. They are
represented visually by the chevron headers. The current step is highlighted
and marked with a flag in a circle icon. The completed stages are represented
with a check mark before the stage name. All stages other than the current
stage are represented with a grey background. A user can navigate to past or
future stages by clicking on the chevron for each stage. Doing so, they will
see the steps associated with each stage.

You advance to a next stage by performing a required action that automatically
advances the process to a new stage, or by clicking on the Next Stage button at the
top right of the Business Process Flow representation.

Within each stage, the completed steps are represented with a check mark in front of
each field, while the remaining steps are color coded and marked with the click to
enter message.

Business Process Flows provide a streamlined experience for capturing user input at
each defined stage. A complete solution can mix Business Process Flows with other
system processes to enhance and validate the user interactions with the system, thus
creating quite complex scenarios with absolutely no involvement from developers.
Thus, power users can create and add complex business requirements and scenarios
to the system, and maintain them without having to rely on a development group
or partner.

The data captured in the Business Process Flows is also replicated on the form
tields, where other custom processes or customizations can be triggered to execute
validation or any other type of customized processes. This gives us the ability to not
only visually guide users but also validate that the work performed is correct and
in line with the current company business processes, requirements, restrictions,

and service level agreements.

Business Process Flows can set field values for fields that are not

present on the form. Thus, the form can be kept simpler, while still
g collecting all the necessary information on the record.
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The order of execution is very important when designing Business Process Flows.
Other processes that are initiated by changes to Business Process Flow fields are only
triggered when the data in the form is saved.

With the December 2012 update to Dynamics CRM online and on-premise,
Microsoft has added three system Business Process Flows. They are as follows:

* Lead to Opportunity Sales Process
* Opportunity Sales Process

¢ Phone to Case Process

These three processes are hard-coded, and some of the capabilities are not available
when creating new Business Process Flows.

With Microsoft Dynamics CRM 2016, there are three additional Business Process
Flows added. They all revolve around managing Knowledge Articles, and are part
of the newly added Interactive Service Hub experience. We'll take a look at this new
functionality later on.

When creating and working with Business Process Flows, they can span across one
or multiple entities. Processes can be created to being in an entity, and continue
through other entities to completion. For example, you can start a Business Process
Flow at the Opportunity record level, and progress through to Quote, Order and
Invoice. You can also return in the last step to update the Opportunity record with
the final conclusion of the process.

One limitation of Business Process Flows is that they cannot span
L for more than five related entities.

From a user perspective, we have the ability to define which Business Process Flow
is required when working with a specific record. As a customizer, multiple Business
Process Flows can be created for the same entity. When creating a new entity record,
the user then has the ability to select which Business Process Flow applies to the
particular scenario used.

[ Up to 10 Business Process Flows can be activated per entity. ]
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In Dynamics CRM, Business Process Flows can be associated with specific security
roles. This way, specific users can be restricted from using specific Business Process
Flows. The functionality is quite similar to restricting forms by security role. The
default Business Process Flow assigned to an entity is the oldest activated on the
entity that the user has permissions to use.

When multiple Business Process Flows are activated on an entity, the user has the
ability to choose which one to use. He/she can choose Switch Process from the
command bar, and follow the onscreen steps to change to a different Business Process
Flow. On changing the process, the newly assigned process starts at the first step.

. Ifauser opens a record with a Business Process Flow assigned that
he/she does not have permissions for, the Business Process Flows will
=" be displayed, but it is disabled. Thus, the user cannot modify anything
on the process itself.

Another limitation of Business Process Flows is in the number of stages available.
For performance and usability reasons, a Business Process Flow cannot contain more
than 30 stages.

Also, Business Process Flows are only available for entities that use an Update form.
This limits the use of Business Process Flows to custom entities and the following
standard system entities: Account, Appointment, Campaign, Campaign Activity,
Campaign Response, Competitor, Contact, Email, Fax, Case, Invoice, Lead, Letter,
Marketing List, Opportunity, Phone Call, Product, Price List Item, Quote, Recurring
Appointment, Sales Literature, Order, User, Task, and Team.

For custom created entities, the Business Process Flows must be enabled on the entity
definition. Once this option is enabled, it cannot be disabled.

Creating Business Process Flows

The process to start creating Business Process Flows is quite similar to creating any
other process in Dynamics CRM, but the process definition is quite different:

1. We start by navigating to the solution that will store our customizations.

2. We go to the Processes section. This section will display all existing processes
customized in this solution. This includes not only Business Process Flows,
but also workflows, dialogs, and actions. We can easily see the status of each
customized process in the processes view. We can also sort and filter by any
of the columns in the view.
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Component Type Process ﬂ View Customizable ﬂ
g'_‘ MNew i Add Existing )( Delete Ea\ Remove lZC}I Activate .{:. Deactivate EQE Show Dependencies
% Add Required Components %' Managed Properties More Actions -
~  Process Mame C Ty Primary Entity Status W &
Copy Account Dialeg Account Draft
Escalate Action Draft
Generate Contact ID Worldflow Contact Activated
Parent Dizlog Dialog Account Activated

3. Inhere, we click on New to create a new Business Process Flow. We are
presented with a new Create Process window.

Create Process

Crefine a new process, or create one from an existing template. You can create four kinds of processes: business process flows,
actions, dialegs, and workflows.

Process name: ™

Category: * v Entity: * v
Type: (@) Mew blank process

() Mew process from an existing template (select from list):

Template Mame Primary Entity Chwner

< >

| oK || cancet |

4. Populate all required fields, defining a name for the process, the entity it's
being applied to, and from the Category drop-down menu, select Business
Process Flow. If a template is created in the system, you can use the template
as a starting point for your new process.
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5. Next window presents us with the options to define the Business Process

Flow stages and steps, as well as generic properties:

H save l@ Save As 'C:)' Activate X Delete % Order Process Flow % Enable Security Roles =43 Show Dependencies  TpActions » (g Help ~

Process Name *
Owiner ™

Description

BUSINESS PROCESS FLOW

Lead to Opportunity Sales Process

Lead to Oppertunity Sales Pracess

SYSTEM

Primary Entity

Category

This is the default pracess flow to work on a lead and convert it to an cpportunity.

Lead

Business Process Flow

Status: Inactive

Stage Name *

Qualify Step Name Value Required
Existing Contact? Existing Contact?

Entity *

Lead Existing Account? Existing Account?
Purchase Timeframe Purchase Timeframe

Stage Category .

Qualify Estimated Budget Budget Amount
Purchase Process Purchase Process
Identify Decision Maker Decision Maker?
Capture Summary Description

+ Insert stage £ Add branch
Stage Name *
Develop Step Name Value Required

6. In this window, at the top, we have the controls to manage saving, activating,
deleting, and other features. While we can still modify the process name
in this view, we can no longer change the entity. A description field is also
provided. While not mandatory, it is a good practice to put in details about
the expected business requirements this process handles.

7. The next section on this form presents us with the options to create and
manage stages. As mentioned earlier, stages are represented visually as
chevrons, and they contain one or more steps.
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8. Name each stage with a concise and clear name that describes where in the
process the user is. Next, select a stage category from the available options.

Stage Category

Develop
Propose
Cloze
Identify
Research
Resolve

9. These stage categories are in fact customizable, and they are available as
a global option set. You can add it to your custom solution by adding an
existing option set.

Solution: Core
[?ﬁl Option Sets

[Solution Core

8? Information
E ‘Components
> [ Entities
=B option sets
"% Client Extensions
ﬂ Web Resources
2_. Processes

Component Type Option Set ﬂ View Customizable

ZH new B Acd Evisting X Delete | S Remove Léy Publisn =}3 Show Dependencies Sii Acd Required Compenents
& Manzged Properties
v Display Name ™ Name Type State Customizable

Stage Category processstage_category Option Set Managed True

2

Descrip &

Category of

10. Next, define your steps by providing a step name, a field, and whether the
field is required or not. Define as many steps as needed per stage.

11. Once you have your first stage defined, define the rest of the stages.
This will conclude the definition of your Business Process Flow.

12. In order to make the process available to users, don't forget to activate it.
Once activated, it will become available to users that have permissions to
execute it.
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13. To define a Business Process Flow for a specific security role, click on the
Enable Security Roles button on the ribbon. This opens up a new window
that allows you to enable the process to everyone or to select one or more
specific security roles to have access to this process.

Enable Security Roles: Demo Business Process... 7 x

Only users with selected security roles can assign this process to a new record, These users can also switch to this
process on an existing record,

Y -
|} Enable for everyone

(@) Enzble only for the selected security roles

v Name Business Unit
Marketing Manager me2co A
Marketing Professional mezco
Sales Manager me2co
Salesperson me2co
Schedule Manager me2co
Scheduler me2co
~'  System Administrator me2co L¥ ]
< >

1 - 16 of 16 (4 selected)

QK Cancel
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One other important customization option presented to power users is the ability

to create a new Business Process Flow from an existing one. You can open an existing
process, and click on Save As on the ribbon. This creates a copy of the existing
Business Process Flow, and allows you to change Process Name and then modify
any of the stages or steps to suit your new business requirements.

m I save lE Save As ‘C:)' Activate X Delete ;_s] Order Process Flow a Enable Security Roles =33 Show Dependencies  WhActions - (@ Helo -

BUSINESS PROCESS FLOW

Demo Business Process Flow (Copy)

Details

Stage Name *
Enter A Stage Name Step Name Value Required

Account Number Account Number
Entity *

Account

Stage Category

+ Insert stage £ Add branch

Status: Inactive

Note that the newly created Business Process Flow retains the same
= properties as the original, but the name has the (Copy) suffix appended.
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Triggering Workflows on Business Process
Flow Stage change

The beauty of Business Process Flows is that they allow a system customizer to
declare workflows that are being triggered by a change of stage in a Business Process
Flow. The whole configuration lies with the custom workflow, and a workflows can
be added and/or removed at a later time without affecting the original Business
Process Flow.

1. Inorder to achieve this functionality, create a new workflow. In the workflow
definition, select the Start when to be on Record fields change.

* Hide Process Properties

Process Name ™ Lead process stage change |

Entity Lead
Activate As Process ﬂ Category Worikflow
Available to Run Options for Automatic Processes
E‘ Run this workflow in the background (recommended) scope Organization ﬂ
DA; an on-demand process Start whan: D Record is created

As & child process
e ° [ record status changes

Workflow Job Retention [ Record is assigned

Automatically delete completed workflow jobs (to save disk space)
v v P Jobs ® 7] Recora fieds change

[ record is deleted

2. Click on the Select button, and in the new window that opens up, scroll until
you find the Process Stage option. Select the checkbox in front of it, and click
on OK.
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Select Fields

Select the fields that the process will monitor for changes.

oooooooeOoooie

Display Name

Preferred Method of Contact
Pricrity

Process

Process Stage

Purchase Process

Purchase Timeframe
Qualification Comments
Qualifying Opportunity
Rating

Record Created On

Related Campaign Response

Mame

e

preferredcontactmethodc..

prioritycode

processid

stageid
purchaseprocess
purchasetimeframe
qualificationcomments
qualifyingopportunityid
leadgualitycode
overriddencreatedan

relatedobjectid

Type

A
Option Set

Cption Set

Unigue Identifier
Unigue Identifier
Option Set

Option Set

Multiple Lines of Text
Lookup

Option Set

Date and Time

Lookup

OK Cancel

Now, build the rest of the workflow as described in the Workflows section
earlier in this chapter. This can be either a real-time (synchronous) or
asynchronous workflow.

With both the Business Process Flow and the workflow now published, you
can test and see that each process step change in the Business Process Flow
now triggers the workflow to execute.
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Excel Enhanced Integration

The tight integration with the Office suite of applications has always been one of the
strengths of this platform. Each new version built on top of existing features, adding
new ways to interact, bringing the tools closer to the platform, and making the
platform into a core service for the client applications.

With Microsoft Dynamics CRM 2016, the Excel integration has been greatly
enhanced furthermore. While we had the ability to export data to Excel for further
analysis, and to have the data ready for reimport in a blink of an eye, with the
tight integration with Office 365, now client applications can be substituted by the
online versions. For details on the online apps, see the main Office landing page at
https://www.office.com/.

With these capabilities, now we can render Excel data directly in a record in
Microsoft Dynamics CRM. When working with Excel, instead of spending time and
clicks switching between applications, a system user can stay on the same record
page and analyze data in Excel in the same view. All changes made to the data this
way are being captured and saved back to the platform.

To further enhance these features, we can use Excel templates to format data, present
it graphically in the context of the Dynamics CRM record, and analyze changes and
the impact in real time.

The ribbon presents the new EXCEL TEMPLATES options next to the former
EXPORT TO EXCEL options, as seen in the following screenshot:

EXCEL TEMPLATES - ﬁ,_} EXPORT TO EXCEL | -
Create Excel Template

Create Excel Template

Document Templates

Document templates are a new feature added with Microsoft Dynamics CRM
2016. As seen previously, we can use templates for both Excel files as well as Word
documents. These templates can be created outside of the system and uploaded, or
generated while working in Dynamics CRM.
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From any ribbon option where we are presented with the Create Template menu, we
can trigger the template creation process. This starts with a selection of the template
type we will be working on, as well as defining the data source, as seen in the
following screenshot:

X
Create template from CRM data
Select a template to create:
ﬂ Excel Template ﬂ Word Template
Select data:
Filter by entity Account ﬂ
Use saved view My Active Accounts ﬂ
Edit Columns
@ Upload Download File

Choosing a document template type and selecting Upload allows us to load a
predefined template created outside of the current Dynamics CRM organization.
The Download File button allows us to take the template out of our Dynamics CRM
organization, modify it, and either reimport it in the same organization, or port it to
a new organization. With the template exported, we can now take advantage of the
various graphs and rendering options in Excel to create more interactive templates
that can be used for extensive analysis.

Automated Document Generation
Templates

Document Generation Templates have also been added with Microsoft Dynamics
CRM 2016. Where with older versions we had to create either custom reports or
various programmable processes to be able to generate a branded and well formatted
document such as a Quote or an Invoice, now we can do all that with a single click.
Once the templates are generated and loaded in your organization, they are made
available to the users.
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From a record where you want to generate a document based on a template, navigate
to the extended ribbon options, and find the Word Templates option. Here, you can
either create a new word template if permissions allow you to, or you can use an
existing one if available.

e

Y
¥ Run Workflow

(%] Start Dialog
@ Word Templates y  Create Word Template
[¥] Run Report » Create Word Template

Form Editor

Once a document is generated, it can be downloaded and saved, printed, shared,
or e-mailed to other users or clients.

This bypasses the rather complex process of using the default Office Mail
Merge functionality.

Mobile and Task-based Experience

The mobile experience has seen great improvements with each new version of
Microsoft Dynamics CRM. Starting with a very simplistic and trimmed-down mobile
page, the mobility functions have evolved to a full-blown and very usable alternative
to using the platform. We now have support for all mobile platforms, both tablets
and smart phone. Furthermore, the user experience is similar on all mobile devices,
no matter the platform. The application is configured once, and when deployed,
presents the same functionality everywhere.

Starting with Microsoft Dynamics CRM 2016, users of the mobile apps now also have
full offline capabilities. This feature is available to Microsoft Dynamics CRM Online
users on an Enterprise license or Professional license where more than 30 users are
part of the Organization. For all other license models, offline cache mode and drafts
will be available. This is the functionality that was made available with the previous
version, and enables users to access the records that they accessed previously while
online and have the data cached, as well as create new records.
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With full offline mode in Dynamics CRM 2016 Online, users can now create, change,
and delete records while offline, as long as permissions allow them. All related
actions are queued and played back once they go online. This helps synchronize the
local changes with the online organization.

When starting the mobile application for the first time, or after changes were
configured on the server, the mobile application will go through a refresh of
configurations and data. While this is happening, the user is prompted with the
following screen:

3/5 Processing metadata

Please stay on this screen while we get things ready for you. Coa
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Once all configuration is downloaded and the application is ready, the following
screen is presented to the user:

Ivan Kamasnlnsqu (sample}

£
E

] e
o (+) o (+)
My Activities T/ My Open Opportunities My Open Leads \r)
Schedule an o~ Mailed an interest card back Nnn:y Anderson (umplr)
1 6 appaintment with (sample) .
[ customer (sample)
500 AM
M IC bell I
& orders of Product SKU . aria amp © (samp eJ. .
Evaluation Plan O 1202 {sample)
1 7 agreed upon ! [
Decembler (sampile)
5:00 AM Peter Houston iwmplt]
Needs to restock thedr supply
" of Product SKU AX305; will
Likes seme of our ] 3 16
1 7 new products
December  MEEIR) .

Very likely will order 18
Product SKU J202 this year
availability of O 1

1 9 Pramln‘(atalnq( * Lidman Anna (sample)
December  ETUI] 6 e interest .
300 AM They sell many of the same New
ftems that we do - need to
Call the custome: O - .
1 9 W relewant 526 Robin C.ofu.ila [wm:lcll.
[ information (sampie) o

5:00 AM AVETage oroer Will be ardering abaut 110
Tt items of all types (sample)

1/20¢ Counts Vong (sample)

This interface will become quite familiar, as it is common across all mobile devices.
It does scale a little more compact on smartphones, but the concepts are very similar.
This is a very touch-friendly interface, with enhanced functionality and support

for gestures. Contextual menus are presented when swiping up from the bottom.
On a Task record, for example, the contextual menu will look like the following
screenshot, and will be different from the contextual menu for other record types:

© ® 6 © O 6O ©

More Close Task Share Link Open in browser Refresh Pin to Start Pin to Home Mark Complete

The main menu and home button are always visible in the top left of the screen.

&

[218]



Chapter 4

Clicking on the home icon will always bring you to the default dashboard view,
while the menu button will present the following options:

M  Home: Sales Dashboard

& |
1]

Dashboards

Q
2]

Activities

&b

Accounts

Contacts

&
]
)
[

Opportunities

Competitors

[ 2]
-

L

Social Profiles

b4

t®

Queue ltems

=

Knowledge Articles

[y

The Search functionality is accessible from the top right of the screen, and presents
the results structured in the same multiple format column, with results grouped
by various records. The following screen shows the results when searching by a
person's name:

®

Search
@ | Nancy No filter j

No matches were found for Accounts,
Oppeortunities, Users, Competitors, Activities,
Cases
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When in Offline mode, the application presents the Offline side flag clearly,
as shown in the next screenshot:

®

©

Once connectivity is restored, clicking on the Offline tab brings up a menu with the
Reconnect option. Tap on Reconnect to go back online and start synchronizing all
changes made while offline.

Your application is offline. You're seeing data
from the last time you visited this page.

Reconnect

With the new version of the client application for Dynamics CRM 2016, we now
can view documents in the context of a record, and open them in the respective
application on mobile clients. With the availability of Office 365 on all mobile
platforms, this integration is now seamless. The following screenshot presents the
DOCUMENTS view in the mobile application.

* [ pocuments el

@ Document Associated Grid
NAME MODIFIED MODIFIE..  DOCUMENT LOCATION PATH 1
ad me2ca.PNG 1/6/2016 8:46 PM Nicola... SharePoint accoun...

ad MG_0112.JPG 1/6/2016 9:08 PM Nicola...  OneDrive person...
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New to Dynamics CRM 2016 Online, we have the Task Based Experience
functionality. In this initial release, it is still offered as a preview feature,
and must be specifically enabled.

A preview feature is not supported by Microsoft, and is made available
= as an opt-in feature.

In order to enable this feature, navigate to Settings | System Settings. Find the
Previews tab to the far right, and select to enable Task Flows for Mobile Preview.
This provides a new icon on the bottom-left side of the mobile application screen.
Clicking on it presents the user with direct access to the various Business Process
Flows available to drive functional processes. The following screenshot shows the
Task Flows menu opened in a default instance:

Make Contact on
Opportunity

Update Contact

[221]




Building Better Business Functionality

The Task Based Experience is a way of allowing users to focus on the business
relevant processes they need to execute rather than the structure of the information.
Data from the various entities that the process spans across is brought forward for

a cohesive user experience. This not only simplifies usage, but also guides the user
through the required actions they need to perform. Behind the scenes, the same logic
is available as what we have seen when customizing the Business Process Flows that
drive this.

Dynamics CRM for Outlook

Microsoft Dynamics CRM has been available to be used through the familiar Outlook
interface for several versions now. This provides users the ability to work from a
familiar application, and have direct access to the platform while taking advantage of
functionality such as direct tracking of e-mails, synchronization of tasks and events,
and so on.

This functionality is made available across all recent versions. Various clients
are provided with each release, containing various enhancements and
performance optimization.

When upgrading the Organization to a new version, make sure you plan to
upgrade Dynamics CRM for Outlook clients. You will thus take advantage
of all enhancements brought forward by the new versions.

In order to connect Outlook to Microsoft Dynamics CRM, you must install an add-on
for Outlook. This installer is available for download from the Microsoft's site:

https://www.microsoft.com/en-US/download/details.aspx?id=50370

Select the appropriate client that matches the version of Outlook you have installed.
For example, if you have Office 32-bit installed, select the 32-bit version of the client.

The process to install and configure CRM for Outlook has been covered in detail in
Chapter 1, Getting Started. Please refer to that section for additional details.
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Dynamics CRM App for Outlook

In its stride to reach out to salespeople across various platforms and devices,
Microsoft has recognized that the desktop Outlook application is not the only
medium in which they retrieve their e-mails anymore. Key capabilities have been
added starting with Microsoft Dynamics CRM 2016 Online to allow users to interact
in a similar manner from both Outlook on the desktop as well as mobile browsers.
Contextual information has now surfaced using the CRM App for Outlook directly
into the user's inbox.

The CRM App for Outlook makes it easy to manage contacts and track e-mails
directly from within the message interface.

Currently, this feature supports the Internet Explorer and Chrome
%@“ browsers, with support for Firefox, Safari for Mac, and Outlook for Mac
g coming soon.

The most important features of the CRM App for Outlook include:

* Access CRM data from within your inbox
* Track e-mails from within a browser
* Link e-mails to an existing CRM record

¢ Convert e-mails into a new CRM record

CRM app for Outlook is currently available only for Dynamics CRM
% Online. It is based on an exchange online and server-side synchronization,
T as well as specific privileges in the system.
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To push the CRM App for Outlook, follow these steps:
1. Navigate to Settings | CRM App for Outlook.

Microsoft Dyna mics CRM = Settings Administration

Business Customization System Process Center

Business Managerment m Customizations a Administration Email Configuration n Processes
-l -ﬁ

Templates Solutions m Security E Activity Feeds Configu..,

Product Catalog Dynamics Marketplace m Data Management E Activity Feeds Rules

Service Management Plug-In Trace Log

Systemn Jobs CRM App for Outlook

Document Manageme...
o]
% Auditing

2. This triggers the configuration wizard. Here, you are reminded of the
configuration needed on the user profiles in order to be able to use this
feature. Check the Automatically add the app to Outlook checkbox,
then click on Save.

Getting Started with CRM App for Outlook

The Dynamics CRM App for Outlock is an Office add-in that you can quickly add to your user's Outlook applications so they
can track emails, create contacts, and review CRM information in contaxt of their emails. To be eligible for this app, users
will need the Use CRM App for Outlock privilege and have server-side synchronization set up for incoming emails. Learn
more

Settings [edit
Add for Eligible Users

We'll watch the list of eligible users. If there's a change, ) Automatically add the app to Outlook.
we'll add or remove the app automatically.

A” Ellglble Users v Search for records o
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3. Once done, you have the ability to identify the users where you want this

feature deployed. As mentioned previously, make sure the requirements are
met so you can add this feature.

4. In order to give a user permission to use CRM App for Outlook, in
the respective security role, or in a new role, navigate to the Business
Management tab and in the Privacy Related Privileges section find

the Use CRM App for Outlook setting. Enable it from here, as in the
following screenshot:

& Security Role: Use CRM App for Outlook Working

Details Core Records Marketing Sales Service Business Management Service Management Customization Custom Entities

User O _ @] o (@]
_ _ Q (@] @]

User Settings C

Privacy Related Privileges

Enabling these privileges will allow users to extract customer data from Microsoft Dynamics CRM. For mare information, review the corresponding user decumentation,

CRM for mobile

CRM for phones express

Document Generation

Export to Excel

Go Offline in Outloock

Mail Merge
Print

Sync to Cutlook
Use CRM App for Qutlook

5. For details on configuring user permissions, roles, and groups see the
security roles section in Chapter 6, Dynamics CRM Administration.

6. Once your users are configured properly, selecting Add App for all eligible

users triggers the configuration for users, and a status is presented in the
following list.

All El |g ible Users + Search for records 0o
(£} ADD APP FOR ALL ELIGIBLE USERS

~  Full name Status

@Q

Nicolae Tarla Learn more
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7. Once enabled, a user navigating to his inbox is presented with a view similar
to the one in the following screenshot:

Inbox Al v Test Message A
Today

i n Nicolze Tarla O | £9 Ry [
Nicolae Tarla To: M Nicolae Tarlz; ¥ Sun 1/17/2016 6:07 PM
Test Message 607 PM

This is a test message ta check the outgoing email confi..
I This message was sent with low importance.
Last week

crmoln@microsoft.com Dynamics CRM o]
Planned system maintenance for Microsoft Dyna Wed 1/13
Microsoft Dynamics CRM No Action Required: Planned...

This is a test message to check the cutgoing email configuration for Nicolae Tarla.

8. Click on the Dynamics CRM link to expand the CRM app for Outlook
window, as shown in the following screenshot:

Test Message A
Nicolae Tarla w9 Replyall |V
To: M Micolae Tarla; % Sun 1/17/2016 6:07 PM

I This message was sent with low importance.

Dynamics CRM ﬁ

Would you like to track this email in CRM?

Nicolae Tarla wasn't found in CRM.

Create new contact

This is a test message to check the outgoing email configuration for Nicolae Tarla.
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9. Now, we can start working with this message, by tracking it, or creating a
new contact. Clicking on Create new contact brings up a new wizard that
allows you to edit the contact details.

Test Message A
Nicolae Tarla ™ 9 Replyall |V
To: M Nicolae Tarla; ¥ Sun 1/17/2016 6:07 PM

This message was sent with low importance.

Dynamics CRM ﬂ

Would you like to track this email in CRM?

Create Contact

DETAILS

First Name +

Micolae Save and
Last Mame * edit in CRM
Tarla
Job Title

Account Name

This is a test message to check the outgoing email configuration for Nicolae Tarla.

Selecting to Track the message allows us to associate it with a specific record type.

Once we have a contact created, and the message tracked, we can see additional
details on the contact and the activities existing in my organization. The next
screenshot shows the message tracked, with options to change tracking or untrack, as
well as additional details retrieved from my Dynamics CRM organization about the
particular contact we are tracking against.
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In this case, we can see that we have a case already opened with this contact. We can
navigate directly to the case by clicking on the case. This brings up a new window
with all the case details.

Test Message

Nicolae Tarla ® D Replyall |v
To: M Nicolze Tarla; ¥ Sun 1/17/2016 &:07 PM

This message was sent with low importance.

»

Dynamics CRM

Tracked regarding: Nicolae Tarla

E Nicolae Tarla al @

Next Activity Recent Cases (1) Recent Oppor
There are no upcoming activities. ® Issue with keypad There are no n
§) .
bl s -00034-G7RAVT view:
Normal
Last Activity

There are no past activities.

This is a test message to check the outgoing email configuration for Nicolae Tarla.

An Enhanced Search Functionality

Search has been at the core of this platform from the early days. It has evolved with
the platform, and today it provides extensive features that greatly enhance the user
experience and usability.

There are various ways to search in Microsoft Dynamics CRM 2016. They are
as follows:

* Searching in a view

* Searching across the entire Organization

* Advanced Find

* Search using voice on mobile
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Each one presents a different set of data, and each one has its best scenario to be
used. Let's look at each one individually and see what their strengths are.

» For all searches, the results are returned based on the fields we have
already defined as searchable. For any data in fields not marked as

searchable, no match will be identified.
Searching in a View

One of the simplest ways to search in Microsoft Dynamics CRM is to search in a
view. This is available from any entity view, and is presented in the top-right side
of the view, as shown in the following screenshot:

Microsoft Dynamics CRM = Sales | v Accounts | v O @ P £ :l::!ae Tore . & ?
+ My Active Accounts ¥ search for recors o
L Account Name /N Main Phone Address 1: City Primary Contact Email (Primary Contact) (= M
A. Datum Corporation (sample) 555-0158 Toronto Rene Valdes (sample) someane_i@example.com 9
Qo
Adventure Works (sample) 555-0152 Santa Cruz Nancy Anderson (sample) someone_c@example.com 6:‘
Alpine Ski House (sample) 555-0157 Missoula Paul Cannon (sample) someone_h@example.com
Blue Yonder Airlines (sample) 555-0154 Los Angeles Sidney Higa {sample) someone_e@example.com
ity Power & Light (sample) 555-0155 Redmond Scoft Konersmann (sample]  someone_f@example.com
Coho Winery (sample) 555-0159 Phoenix Jim Glynn (sample) someone_j@example.com
Contoso Pharmaceuticals (sample) 555-0156 Redmond Robert Lyon (sample) someone_g@example.com
Fabrikam, Inc. (sample) 555-0153 Lynnwood Maria Campbell (sample) someone_d@example.com
Fourth Coffee (sample) 555-0150 Renton Yvonne McKay (sample) someone_a@example.com
Litware, Inc. (sample) 555-0151 Dallas Susanna Stubberod (sample) someone_b@example.com

The search box, when not selected, is marked with the Search for records text.

This type of search is performed against the entity to which view are we seeing.

The results are always security trimmed, meaning we only see the records we have

permissions to see.

[229]




Building Better Business Functionality

Searching Across the entire Organization

To perform a search across the entire organization, on the top ribbon, we are
provided with a different search box, as seen in the following screenshot:

Microsoft Dynamics CRM | = sues |« Accounts | + oo D - -l e ¢

This is available pretty much anywhere in the system, and it performs a search across
multiple entities, and returns the results grouped by entity:

Microsoft Dynamics CRM | = sales | v Leads | « C) Search CRMdata O
[ NEW ACTIVITY = =+ NEWRECORD ~ iy IMPORT DATA
Search
alpine FILTER WITH  Mene ﬂ
Accounts @ Contacts @
=, Alpine Ski House B5 Patrick Sands (sample)
LN (sample) Alpine Ski House (sam...
ABCOIM32 Seattle
Paul Cannon (sample)
Paul Cannon (sample)
E Alpine Ski House (sam...
Redmond

Advanced Find

Advanced find is a feature that allows us to not only retrieve data, but also can be
used as the starting point for creating a new view.

We can also access Advanced Find from the top ribbon, to the right of the Search
Box. The icon for Advanced Find looks like a page with a funnel overlapped, and is
shown in the following screenshot:

Search CRM data D
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This brings up a new window where you can configure the target and parameters
of your search. You define the entity you search against in the Look for drop-down
menu, as well as an existing view if you want to search using an existing view.

If not, your search will be performed across all the records for the selected entity.
The following screenshot shows the default ADVANCED FIND window:

i Microsoft Dynamics CRM Nicolae Tarla @
ADVAMCED FIND MELe &

Save As / €< Graup AND
! DS e B g
L & Edit Columns = Group OR

Query Saved Resulis Mew Save Clear Download Fetch

Views [_# Edit Properties = Details HL

Show View Query Debug
Look for:  Accounts ﬂ Use Saved View: [new] ﬂ

Select

In the following section, you start defining the conditions and filtering parameters.
Click on Select, and choose a field. Then, define a condition. For example, if I want to
retrieve all accounts with Account Name containing the text Blue, my search filters

will look like the following screenshot:

Look for: Accounts ﬂ

=
=
%

v Account Name Contains

Select

As you can see on the ribbon, in the Query area, we have options to group our
defined condition either as AND conditions or OR conditions. We can configure
the AND condition along with the OR condition, as seen in the next screenshot:

v Account Name Contains Blue
wOR v Account Mumber Contains 123-
w AND ]
v Address 2: City Equals Toronto

v
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Click on the Results ribbon button to see how your search parameters behave. Once
you are satisfied, you can save this search as a new view. Clicking on Save brings up
the following screen, prompting for Name and Description:

Save as new View

The view is stored in the list of saved views.

Name *

= x

Description

Save Cancel

The Edit Columns button allows us to select which columns are displayed, and to
define the order in which they are shown.

Search using voice on Mobile

With the extended support for mobile, on the Windows platform, we now have the
ability to use Cortana, the mobile digital assistant, to interact with the Dynamics
CRM platform. A series of commands have been customized for support and
integration with CRM. Some of these include actions such as:

* Opening a record

* Showing a view

* Searching for an item

® Creating a new record
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To find a record in CRM, the Cortana command is as follows:

CRM find <item> called <name>

For example, to retrieve a contact called James, we would ask Cortana the following;:

CRM find Contact called James

For more details on the available commands for Cortana integration with Dynamics
CRM,, see the following URL in the CRM help and training:

https://www.microsoft.com/en-us/dynamics/crm-customer-center/use-
cortana-voice-commands-in-crm-for-phones.aspx

Summary

Throughout this chapter, we have looked at the processes available for customization
in Dynamics CRM. We determined which type of process applies to which scenario,
and when one type is better suited than another. We also looked at business rules
and the Business Process Flow, and how to use them to enforce and visually enhance
user experience. We also saw examples of creating these processes, and building
complex relationships where one process can be triggered from another.

We also looked at working with documents and document templates. Finally, we
looked at various ways to interact with Microsoft Dynamics CRM, using Outlook,
the App for Outlook and mobile. We also quickly saw the search capabilities
provided with the platform.

The next chapter will look at some of the external features that integrate with
the platform, and some of the new tools introduced with the newer versions of
Microsoft Dynamics CRM.
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Dynamics CRM — Additional
Features

In the previous chapter we looked at business processes, and how business affects
the behavior of the platform. We looked at how to map and enforce business rules on
the platform, and how to customize the system by creating guided paths for users,
thus making sure the platform works with the user. Some of the new features and
integration points were also highlighted.

In this chapter we will look at the following topics:

* Social Pane

* Office 365 Features and Integration

*  OneNote Integration

* Interactive Service Hub

* Enhanced Knowledge Management

* Office Delve Recommendations

* Field Service Capabilities

* Voice of the Customer

* Insight by InsideView

*  Yammer

* Web API

* Microsoft Social Listening Integration
* Microsoft Dynamics Marketing Integration
* Power Bl and Dynamics CRM
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We'll be looking at both the internal and external inner workings of the platform.

We dive first into the internal social aspects of the platform, then at external sources
integrated into Dynamics CRM. We are also looking at the analytics options available
with the platform.

Social Pane

Social Pane in Microsoft Dynamics CRM is the place where you can see all business
interactions related to a particular record. It also shows the activity feed with record
related activities, posts, Yammer if integrated, and notes with document attachments.
New tabs have been added along the various versions. Yammer was a later addition
supported with the Yammer integration, while the Notes tab has been enhanced
around the 2013 version. Now with the newer version, the OneNote integration
finds its place as part of Social Pane.

What it is, where it is, and how it works

The Social Pane was introduced on the Microsoft Dynamics CRM platform in
version 2011. It made its debut with the December 2012 update (Polaris) to Dynamics
CRM Online, and was introduced at the time on Leads, Opportunities, and Case.
The purpose is to enhance business interactions and allow a user to review and
create social posts directly at the record level. Posts can be either user-created, or
automatically generated by the system. Some of the automatically generated posts
include the record creation, or assignment information.

The Social Pane presents all interactions related to a specific record, across entities
such as Account, Contact, Lead, Opportunity, Case, and so on, and ensures they are
all being presented in a unified manner.

Along with this information, the Social Pane is also the place to find Notes, and to
track activities on a record in a much simpler interface. This makes it so much easier
for the system user to see all the interactions with a specific record without the need
to navigate to other tabs or views.

[236]




Chapter 5

POSTS ACTIVITIES NOTES
Enter post here POST
Both Auto posts User posts

o Required Service (sample)
“« Case: Closed by Nicolae Tarla for Account A, Datum Cerperation (sample).

On Required Service [sample)'s wall
8/29/2014 6:08 PM

Operating manual required (sample)
Case: Closed by Micolae Tarla for Account AL Datum Corporation (sample).

e
'
On Operating manual required (zample)'s wall

9/29/2014 6:08 PM

- Required Service (sample)
;‘“ Case: Created by Nicolae Tarla for Account &, Datum Corporation (sample).
On Required Service (sample)'s wall
9/29/2014 6:08 PM

Since the initial introduction of Social Pane, we can now find it on all the main
system entities, and by default it is placed on the entity's main form. This way, the
users can now interact with all record types by adding either new Activities or Notes.

The Social Pane is a structure with three main category tabs. These will vary based
on the entity setting; they are as follows:

* DPosts

* Activities

* Notes

Any one of these can be hidden based either on the entity configuration, or through
customizations. For example, if Notes are not enabled on the entity, the NOTES tab
will not be displayed on that particular entity's records.

When integrated with Yammer, the Social Pane is also the place to find the Yammer
activity feed. It presents a new tab for all Yammer social interactions, as shown in the
following image:

ACTIVITIES
Al + | Add Phone Call  Add Task  sss
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Social Pane — standard configuration options

The standard configuration options of the Social Pane are quite limited. The
configuration wizard presents us with the standard field customization options,
along with an option to select the Default tab for this pane to present:

e Activities Tab Properties -- Webpage Dialog .

Activities Tab Properties ?

Modify the properties for the Activities tab.

Display ~ Formatting

— Label
Specify the label for this field in forms.
Label * Notes Properties

[Coisplay label on the form

~Lacking
Specify whether to lock this field on the form.

[[Lock the fieid on the form

~ Default tab
Select the tab you want to be visible when the form opens.

Tab Activities v|

oK Cancel

hitp://crm2013dev/MDFinancial/Tc €& Local intranet | Protected Mode: OFf

The default value is Activities, and this can be changed to Posts or Notes, when
Yammer is not configured.

Adding Social Pane to custom entities

While the Social Pane comes with most of the standard entities in Dynamics CRM,
for new custom entities it must be added to the entity form.

Customizing the Entity

On the entity customization screen, enable both Notes and Activities:

Communication & Collaboration

W hotes (includes attachments) 1
W] Activities 1
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Configuring Post Configurations

In order to record posts, we need to configure the following steps:

1. Navigate to Settings | Post Configurations.
2. Make sure the new entity has the Wall Enabled option selected:

+ Post Configurations ~

v | Entity Mame Entity Display Mame Wall Enabled Status

new_custent001 CustEnt001 Yes Active

Customizing the form

For forms upgraded from CRM 2011, the Social Pane cannot be added.
= You must create a new form after upgrading to CRM 2013.

Once a CRM 2011 form is upgraded, only the NOTES tab will be displayed.

On a new CRM 2013, or newer form, POSTS, ACTIVITIES, and NOTES will
be displayed.

Creating a custom new Activity Feed Post

For situations where a new set of Posts must be added to the Activity Feed, they can
be created using a custom process (workflow). These are the steps to add a new set of
posts to the Activity Feed:

1. Select your trigger condition - for each entity where you want to add new
custom Posts, create a new workflow and set the starting condition. This
could be either a field change, a record save, or any other custom condition,
as required.
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2. Add a step to create a record, and select Post as the record type. Insert your
Text, Source, Regarding, and select the Type of post:

Process: Contact Phone Change post
" Create Post

4 Genera

Text*
The Business Phone for (Contact(Contact)} has been updated by (Modified By(Contact)} ©N {Modified On{Contact)} -
Mew Business Phone NUMDEr: (Business Phone{Contact]}
{Record URL{Cynamic)(Contact)}

Source * Auto Post [=]

Regarding * {Parent Customer{Contact)}

4 Additional Fields

Type™® | Mews lz‘

3. Activate the workflow and test it on a record.

Office 365 Features and Integration

With the growing popularity of cloud services and Dynamics CRM Online, Office
365 has become a component that is necessary for a lot of functionality. Starting with
the enhanced analytics functionality provided through Power Bl, along with the real-
time, anywhere collaboration features available with Office Online, the teams using
the Dynamics CRM platform become more effective and efficient every day.

The familiarity of the Office suite of tools is what drives this adoption. A large majority
of enterprise customers are already familiar with these tools, which makes for an
easier adoption of the platform. Access to the sales, service, and marketing tools is
now available through these products, anywhere, from a large variety of devices.

Some of these service integrations have been covered in previous chapters. In
Chapter 3, Dynamics CRM Customization we have looked at the section Working

with documents. This section covered the integration with SharePoint services for
document storage and management. We have looked at configuring this integration
and the folder structure to be created in the SharePoint site collection. Next, we
looked at one of the new features added in Microsoft Dynamics CRM 2016 to
enhance working with documents. This is the support for OneDrive for Business.
OneDrive for Business is part of Office 365, and is made available with enterprise
packages. There is a difference between the regular OneDrive and OneDrive for
Business, which is also based on SharePoint. For this integration, only OneDrive for
Business and part of the Office 365 subscriptions are available for integration.
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OneNote Integration

OneNote integration has been added with Dynamics CRM 2015 Update 1 to support
a more in-depth way to collect and organize notes on records enabled for this
functionality. This integration is based on and requires SharePoint integration to be
already configured in your Organization. The oneNote file will be created and stored
in a SharePoint document location assigned to the respective record:

1. To enable OneNote, once you have SharePoint configured as described in
Chapter 3, Dynamics CRM Customization, in the section Working with Documents,
navigate to Settings | Document Management. Since we already have
SharePoint configured, your screen will look like the following screenshot:

Document Management

Which feature would you like to work with?

Document Management Settings

Enable OneDrive for Business
Enatie users b manage fhes stored in

S4HCE BtaUR SoCUMENE MINagEment FEINGS Koe YD SAgBNZILOR

Cnelirive for Business o

&

rectiy in Dymamics CRM.

Manage Office Graph Integration

Enace Office Graon Insegration ang soectly de'y

% seftings for your erganization

2. Here, select OneNote Integration. You are prompted to select the
entities where the OneNote functionality is enabled, as shown in the
following screenshot:

OneNote Integration Settings

Tum on OneNaote integration for the entities you select.
Only entities that are already enabled for document management are listed.

(@itelp

Entities

Account

Article

Case

Contact

Contract
Knowledge Article
Lead

Opportunity
Product

Quote

NORRRKODO0O0OR O

v

The OneNote notebook for each CRM record will be automatically created and be available
in all CRM apps. To access a notebook, 2 user navigates to the form and chooses the
OneNote tab (in the activity wall). Note that section groups in a OneNote notebook aren't

supported.

This doesn't replace the current Notes feature, but gives users another way to access notes

stored in OneNote,

Cancel
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. Beaware that only entities that are configured for SharePoint
document management can support OneNote integration. If one of the
! entities you need OneNote enabled is not in the displayed list, make

sure it is configured for SharePoint first.

3. Once you are satisfied with the selection of entities, click on Finish. The
configuration process completes, and now you can start adding and editing
OneNote files for individual records.

4. Once you navigate to a record, looking at the Social Pane described earlier
in this chapter, we can now observe a new tab called ONENOTE. Click on it
and you will find a newly created document called Untitled, as shown in the
following screenshot:

POSTS ACTIVITIES NOTES ONENOTE

Untitled

Nicolae Tarla - Today 4:00:52 PM

5. Click on the Untitled link, and the document will open in OneNote. Now
you can start editing and taking notes. They will all be associated with your
record automatically:

Onefote Online

B totesocks Fincd 00 1his Page (Ctte 2 = OneNote Demo

I Microsolt Onehéol  OreMote Demo
This is & note in OneNote.

Make sure to rename the section and then refresh the record
N view to force the refresh of the name of the link to the OneNote
Q file. The name Untitled will be replaced with the name you gave
to your section tab.
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Interactive Service Hub

New with Microsoft Dynamics CRM 2016 is the Interactive Service Hub. It was
designed with a simplified interface based on the tablet and mobile application.
This service hub is specifically built around the functionality used mostly by
customer service representatives.

The design revolves around functional requirements and ease of access to
information. The functionality around the Service tab is brought forward, with
access to Accounts, Contacts, Cases, and a few other entities, along with specifically
designed interactive dashboard for Tiers 1 and 2 of customer service:

Microsoft Dynamics CRM | &=  Semvice | v Dashboards | v

@ Tier 1 Dashboard ¢ | b Y

Knowledge Manager

My Knowledge Dashboard
My Active Cases

Tier 1 Dashboard
_ B2 p lModified On
Tier 2 Dashboard

Tier 1 Dashboard brings an interactive experience, which allows a customer service
representative to interact with the various elements directly on the dashboard.
Various Streams present grouped information in vertical columns on the dashboard.
Data in Streams is aggregated from views or queues.

The Streams comprise multiple Tiles which present various record specific data.
Tiles can be expanded to show all the information, or can be selected to reveal
a ribbon of available actions, as seen in the following screenshot:

Active Cases

B2 g IModified On

RESOLVEC.. | CANCELC.. | DONOTD.. | ..

Norma n Progress  Micolae Tarla

Delivery Delayed
Fourth Coff... 2/1/201610...

Norma n Progress  Micolae Tarla

Components do not fit model.
Adventure...  2/1/2016 10...

[243]




Dynamics CRM - Additional Features

Within this dashboard we have the ability to restrict the presented data to a specific
period of time, as shown in the following screenshot:

| This Week 2/1/2016 - 2/7/2016 w
Today

Yesterday
My DraftEm  yiic yyeek

Last Week -

There are no This Month
Last Month
Month Till Date

Custom Time Frame

In addition, we can create global and visual filters to restrict the amount of data
shown on the dashboard. We do this from the icons to the right of the refresh button,
as shown in the following screenshot:

@ Tier 1 Dashboard v ¢ | MY

The Tier 2 Dashboard brings more visual elements to the table. By default, this
dashboard includes a single Stream, as seen in the Tier 1 Dashboard, along with
various visualization Tiles, as seen in the next screenshot:

® @ o Meowelmn

males

Carses By Product

Comphate averhaul required (samphe)
VR

Pl Camn

Contact information requested (sample)
Mpies Shi_ V212006,

Contact information required (sampla)
BlueYond.. 1/259/2016

Faulty product catalog (sampke]
o Vol 122016,

tom datective
Fabrikam, 1. 1

Case Mix (By Crigin} Cane Reschution Trend
torm dubective on delivery [Lample)
Maris Cam. 17282016,

B Count:All {Cane)

My Tasks

Maintenance information (sample)
Mancy And-.. 125016
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The additional tiles allow a user to drill down into the data, and the entire dashboard
refreshes to reflect the additional subset of data selected. As such, drilling down

into Product-related cases by case type, the refreshed dashboard will look like the
following screenshot:

Hicolse Tarka

Microsoft Dyna @ P madce

x Last Week 1/25/2016 - 1/31/2016 ~

@ Tier 2 Dashboard o |7 Origin 1/5

Subject 1

Active Cases

B 2 IModified On Cases By Priority Cases By Product

Product feature information required (sam...

Adventure... 1/ZB/2018 O

Product related gquestion (sample) Nermal
3

Robert Lyo_.. 1/27/201 All Quauas

Case Mix by Incident Type
] 2 ann)
My Draft Emails My Received E...

Case Mix (By Orlgin} Case Resolution Trend

0 (blank) BN Fmall B Phone N Count:All (Case)

W wen 2
]
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In addition to drilling down on the graphical tiles, using the Interactive Service Hub,
we can drill down on a Stream Tile to get to a specific record. For example, selecting
a specific Case in the Active Cases stream takes us to a streamlined view of the Case,
as described in the following screenshot:

(© Product feature information required (sample) T SAVERROUTE o+ NEW £, CREATECHILDCASE -+ MOKE
SUMMARY ATION
ve IR
GENERAL INFORMATION TIMELINE RELATED
’ C + 27T
Advanture Warks (sampla)
someone}@eamgie.com c) €all back to understand the request (zample) >~
5550152
Check custamer and product Informati ollcunup RECENT CASES o <
e o activities. Generate letter or email using the relevant template, b
Assign to the relevant team., STATUS CASE TITLE
8 i
Craated On State Cpe et s e
Low /282016 5:00... reated By Tarka . 1/30/2016 2:48:14 A
Canceled Meed service featy
Sttus Ownier ?ﬁk Preduct feature information required (sample) Active Product feature inf...
In Progeess Micolse Tarla Case: Created by
Crm Jrg user's first name CrmP Jrg user's last
name 1 Page 1
for Account Adventyre Works [saemple)
ase Tithe ® Product foature i... On Broduct feature miormation requened (ramplel's Wall
ENTITLEMENTS v}
& CAS-D0020-NILILY
ENTITLEMENT MAME | REMAINING TERM!
Products
< >
Web

The new streamlined Case view is now comprised of various tiles presenting
Case-related entities data. The Business Process Flow shows minimized at the top,
presenting only the stage names. Clicking on any of the stages expands the list of
fields related to the respective stage as described in the following screenshot:

b P RESEARCH i

Research + o Vv
Call
v Assign to Others *
Che| ow-up
actii  Nicolae Tarla template.
Assi
Stag€ Next Stage=>»
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On the current stage you also get the options to navigate to the next stage, or to a
previously completed one.

Record navigation is related to the Stream we started from, with the ability to
navigate to the previous or next Case in this example by clicking the up/down
arrows, as well as showing the location in the stream, as seen in the following
screenshot:

SUMMARY

v

2/8(8)

An open record can be easily processed and interacted with by taking advantage of
the functionality presented to the top right of the record screen, as seen here:

I* SAVE & ROUTE =+ NEW f.,. CREATE CHILD CASE --- MORE

Here we have options to route a record to another team or user for processing,
create new records, create child records, or interact directly with the record through
the available actions. We can also change the process assigned to a record from

this location.

Various sections on this record layout can be accessed as tabs under the record
name. All forms include one or more tabs, depending on the record type. The
default options when looking at a Case include SUMMARY, DETAILS, CASE
RELATIONSHIPS, and SLA, as seen in the following screenshot:

(© Components do not fit model.

SUMMARY

¥

2/8(8)
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The actual record form is divided into several distinct sections. On the left side is the
GENERAL INFORMATION section including the main customer card, presenting
generic information about the customer and options to contact him/her, as seen in
the following screenshot:

‘GENERAL INFORMATION
Adventure Works (sample)}
someone3@example.com
555-0152
Priority Created On
Normal 2/1/2016 10:31 PM
Status Owner *
In Progress Nicolae Tarla
Case Title * Components do no...
& p CAS-00035-P7TKOM4
Subject
Customer * Adventure Works...
Origin
Product
Entitlement

It is followed by several tiles and the generic record details.

Next, in the center of the form, we find the TIMELINE. This section captures
all activities and interactions related to the current record. This functionality
is quite similar to the Social Pane described at the beginning of this chapter.
The layout and design is enhanced to match the new form layout, as seen in
the following screenshot:
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TIMELINE

<

State Open

4 <

1. do this
2. do that

3

Y,

State Open

“-) Details collected

Created By N

Information request

Show Preview

Created By Nicc

Inportant details

Do this, do that.

Pricrity Normal

Created By Nic

the following things have been done to try to rectify the issue

Note By Nicolae Tarla. Today

P

Further to the right on the Case form we have the RELATED section. In here we
can find information about related records, cases, and entitlements, as seen in the

following image:

RELATED

STATUS

RECENT CASES

ENTITLEMENTS

ENTITLEMENT NAME

CASETITLE

REMAINING TERMS

Observe the little tab on the top right-hand side of the section. This allows you
to navigate into the Knowledge Management section. We will be looking at this

functionality in the next section.
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These tabs are sensitive to the type of record they surface on, and various tabs
are presented depending on the record type we are currently working with. For
example, on a Contact form, the tabs will include the Recent Opportunities,
Recent Cases, and Entitlements, as depicted in the following image:

As mentioned earlier, the Interactive Service Hub revolves around the service
functionality. As such, the navigation is restricted to functionality available as part of
the business requirements and actions in scope. The default navigation looks like the
following screenshot:

Microsoft Dynamics CRM = Semice |v Contacts | v Jim Glynn (sample) | v

Help Center

Service

My Work Customers Service

mE

EE Dashboards E Accounts Cases

Activities m Contacts Queues
m Social Profiles

Navigating to an entity, such as Activities for example, presents the familiar views
already configured and made available in the new interface. It is easy to change
the default view to any of the views available in the Organization, as seen in the
following screenshot, showing My Activities:

[250]




Chapter 5

e =

ACTIVITY TYPE SURIECT REGARDING PRIORITY STARTDATE OUE DATE

DEssing parte isampls)

Lsample)

1 delivered

Views present the familiar filtering options, with the ability to sort by any of the
visible columns, as well as, in this case, due dates. The standard search in a view
is available, as well as filtering by letter at the bottom of the view.

On an Activities view we have the option to generate new records at the top
right of the screen. We can create from here new records for the various activity
types available.

Overall, the Interactive Service Hub has been built to give service personnel the
ability to interact directly with data in a streamlined and simplified manner, built
around business processes rather than structured organization entities. The interface
is built based on the previous mobile user experience, with large form elements

that work really well for touch interaction. As other parts of the platform adopt this
interface, we will possibly be seeing a lot more functionality made available to users.

Enhanced Knowledge Management

Added with the Interactive Service Hub presented above, the Knowledge
Management section has been completely revamped. This version gets us closer

to an actual CMS functionality, where we can now create complex articles with
various formatting possibilities and images. Furthermore, an enhanced knowledge
management process has been added to handle the publishing and approval process.
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As one of the most important aspects of customer service, knowledge management
gets a boost with Microsoft Dynamics CRM 2016. Rich content authoring
enhancements now allow copy and paste from other formatting applications such as
Microsoft Office Word, as well as support for source code and HTML editing. This
greatly enhances the capabilities of formatting articles. Along with formatting, we
now finally have the ability to embed images and videos in our knowledge-based
articles. Along with formatting, we can now create visually appealing articles that
look just like a well-designed brochure or web page.

With all the formatting and visually enhanced capabilities, we now need a

way to track our changes. For this reason, versioning now becomes part of

the new Knowledge Management. We can create major and minor versions of
documentation. We can thus publish one version while working on the new version.

But what good are all these features if we can't target our multilingual client base?
Now, starting with this new incarnation of Knowledge Management, we can do just
that. We have support for article translations in 164 languages at the time of writing.
All translations are linked, to relate them together as needed. A knowledge manager
can select all the required translations and assign them to various third parties tasked
with producing the translations.

And to wrap all this information together and make it easier for content managers
to keep track of the entire knowledge base, the Knowledge Management Dashboard
surfaces contextual information and provides a quick glimpse of the authoring
process. The following screenshots shows the Knowledge Manager dashboard:

Prapesed Aticles DOraft Artiches Mesds Ruview Expiruc Artiche Nesds oo Mast Papular Articles

B 0 IModified On

We can also re-format this dashboard by switching from Stream View to Tile View,
using the selection at the bottom right of the screen. Tile View is shown in the
following screenshot:
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© @ p Mohetn

Expired Avtiches Mrach Rivirs

For the Knowledge Base editors, a separate dashboard presents the aggregated
information required in a tiled format. Here we get quick access to relevant
information for this specific role, including an active articles stream and several
tiles with articles categorized by various metrics. The following screenshot shows
this dashboard:

Kncriedge Adticle Views]

0

My Publishad Articles

My Auticles Expiring This Month

Article Life Cycle

The process of creating and managing articles has now received a face lift with
Microsoft Dynamics CRM 2016. A pre-defined process flow has been provided with
the platform to guide developers and system customizers in the right direction. The
beauty of it is that it's a very functional process that in many cases is sufficient for the
task at hand.
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We can start this cycle from the My Active Articles view. We get to it by navigating
to Service | Knowledge Articles, as shown in the next image:

. Wicotae Taa
DUCTE

® My Active Articles v + O

ARTICLE PUBLIC NUM... TITLE STATUS MASOR VERSION MUL. MINOR VERSION MU VIEWS MODIFED OM LANGUAGE

KA-HE00 Ungrade Instructians Dratt 1 English - Unite..

Beturn Ausharizatan Dratt 1 Englsh. - Unige...

KA-01002 Qrdes Shipping Time Dratt 1 Englsh, - Linite...

Observe the ability to filter by letter at the bottom of the view, to search for a record
at the top right, and most importantly to select one or more records at the same time.
Having the ability to select multiple records presents us with an extended menu of
options at the top right of the screen, including the following options:

* Delete

* Assign

* Create Major Version

e Create Minor Version

* Approve

* Publish

* Revert to Draft
* Archive

* Send to Trash
e Add to Queue

This menu is presenting options depending on the selection type and the number of
items selected.

Creating a new article is as simple as clearing all selected articles. The menu changes
to present us with a single option for a New article. Click New.
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The New Knowledge Article screen is presented, as seen in the following image:

- - = — Nicolae Tarla
Microsoft Dynamics CRM | = Semwvice | v  Knowledge Articles | v New Knowledge... ® @ pe) T
@ New Knowledge Article H SAVE [ SAVE&CLOSE + NEW
CONTENT
TIMELINE
@ < +
Major Version Number * Miner Version Number *

We didn’t find any activity records.
Language * Status Reason
English - United States Proposed

ARTICLE CONTENT
Title *
Keywords +
Description

CONTENT

&2
€y

Drait  Unsaved Changes

Let's pause for a moment and look at the various elements of this form.

First off, we have the tab navigation right under the article title. On a default new
article, the out of the box options include the following;:

* CONTENT

¢ SUMMARY

* ANALYTICS

We can navigate through the tabs to get access to additional data fields, as well as
related records.
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Next, to the top right of the form we have options for working with the current
record. We can perform actions such as saving the record, saving and creating a new
one, or simply creating a new article. Clicking on New without saving the current
record prompts for confirmation to determine if the current record can be discarded
or needs to be saved, as seen in the following screenshot:

© New Knowledge Article A sAve

ANALYTICS

P AUTHOR REVIEW PUBLISH

ANALYTICS

Unsaved changes on form

Would you like to save your changes?

Discard changes

Further down, at the bottom of the form, we see the article status, in this case Draft,
as well as the save status and command. Once we save the article, the major and
minor version numbers are generated automatically, starting with a major version
1 and minor version 0. To adjust these values as we work with the article, we have
options to Create Major and Minor Versions as needed.

The CONTENT of the article is where some of the most exiting features are for most
content publishers. The CONTENT area is presented in the following screenshot:

CONTENT

KA
2"

@@

Font hd Size ¥ B/ Yac| A-2-

EEadee

Here we now have a ribbon to allow us to format text, as well as options to drop
down into code for additional formatting behaviors.
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* Keep in mind that in this window we can now also copy and paste
already-formatted text and images from Microsoft Office Word
"~ documents.

Editing an article now becomes a job as simple as creating a nice word document. This
functionality is in line with most modern Content Management Systems (CMS). A
formatted article with included artifacts is presented in the following screenshot:

(© Fixing a corrupt asx file + NEW &, ASSIGN -+ MORE
CONTENT
CONTENT ;:

Styles ¥ Normal ¥ Font - Sze v | B/ Uake | A-#- | E == BRE | Akdeec: ¢
=R

"MNeque porro quisquam est gui dolorem ipsum quia dolor sit amet, consectetur, adipisal velit..” 2
“There is no one who loves pain itself, who seeks after it and wants to have it, simply because it is pain..”

Lorem Ipsum is simply dummy text of the printing and typesetting industry. Lorem Ipsum has been the industry's standard dummy text ever since the

1500s, when an unknown printer took a galley of type and scrambled it to make a type specimen book. It has survived not only five centuries, but also the

leap into electronic typesetting, remaining essentially unchanged. It was popularised in the 1960s with the release of Letraset sheets containing Lorem

Ipsum passages, and more recently with desktop publishing software like Aldus PageMaker including versions of Lorem Ipsum.

Why do we use it?

1 la

2 b

3 c

Bl Microsoft

Itis a long established fact that a reader will be distracted by the readable content of a page when looking at its layout. The point of using Lorem Ipsum is

that it has a more-or-less normal distribution of letters, as opposed to using 'Content here, content here', making it look like readable English. Many

desktop publishing packages and web page editors now use Lorem Ipsum as their default model text, and a search for ‘lorem ipsum’ will uncover many web

sites still in their infancy. Various versions have evolved over the years, sometimes by accident, sometimes on purpose (injected humour and the like). i

Observe how the Content area is maximized to take the entire form, thus making it
easy for the author to focus on the content creation. This can be achieved using the
four arrows icon at the top right of the area. When completed, we can minimize it
back using the same button.

Once we are satisfied with the content created, we can proceed into the review stage.
Go to the process flow at the top of the form, expand the Author stage by clicking
on it, and at the bottom of the pop-up window, click on Next Stage. Make sure the
article is marked for review before proceeding to the Review stage, otherwise you
will be prompted to do so.
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For reviewing the article, it should usually be assigned to a content reviewer.
You can do that from the ribbon by selecting the Assign option.

The reviewer now has the ability to inspect the article and decide if it needs
additional work or if it's ready for publishing. Clicking on the Review stage expands
the window with the options to mark the article as either Approved or Rejected.

If you select Rejected, you are prompted to communicate a reason for rejection,

as depicted in the following screenshot:

Reject Knowledge Article

Are you sure y rant to reject this knowledge article?

Reason for rejection *

Once an article is rejected, you will observe the Rejection comments showing up on
the timeline, and the process flow changes to add an Update Content stage.

Upon update, mark the content as updated and proceed to the next stage. Here we
can go into setting the publishing information, scheduling the articles and setting an
expiration date.

Schedule, Publish, Expire

Scheduling articles to publish is as simple as selecting articles from the Active
Articles view and selecting the Publish option in the menu. Once we do this, we can
start scheduling the publishing process. The following screenshot depicts the options
we are presented with on publishing;:
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Publishing the article might make the con aible to the

permissions setting nfirm these

settings before publishing.

Publish * Now
Published status * Published
Expiration Date

When publishing this translation

inherit product assocations from No

tranclations with

Publish I Cancel I

If you want to publish in the future, select the option from the Publish drop-down
menu, and select the date and time when the article will become available.

Setting up an expiration date allows us to define the last day and time when
the article will be available for users to consume. This is usually a good idea
for time-sensitive materials that require a refresh at timed intervals.
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Article Context Search

Besides the default search on a view of articles, we have the ability to drill down
into specific articles from either the My Knowledge Dashboard or the Knowledge
Manager Dashboard. We can do this by adding a dashboard global filter, in the
streams by re-ordering the items, or in the graphical tiles by clicking on a specific
section. For example, on a tile showing two different status reasons for articles,
clicking on one filters the entire dashboard elements to the new selection. The next
screenshot shows the tile for selection:

By Status Reason

M Proposed

M Scheduled

Series:"Count:All (5tatus Reason)”
Value: "2

For additional details on the Knowledge Management process and working
with the new Knowledge Management features, see the documentation provided
by Microsoft:

https://www.microsoft.com/en-US/dynamics/crm-customer-center/user-s-
guide-for-the-new-interactive-service-hub.aspx#bkmk KMProcessinCRM

Office Delve recommendations

Office Delve is part of Office 365, and it allows us to surface personalized
content from Office 365 based on the items you are working on, the people
you are collaborating with, and filter all based on the permissions you have in
the organization.
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This tool is one of the more productive applications when used by the entire
organization. Based on Office Graph, it allows a user to find the most relevant
content in the smallest amount of time.

In order to take advantage of these features, the new Interactive Service Hub allows
us to create dashboards in Microsoft Dynamics CRM to surface this same content.
This way, a user working on this platform does not have to leave the screen to go
to another application; he/she can find the information needed directly from
within CRM.

The following items are required to enable Delve integration with Dynamics CRM:

* Microsoft Dynamics CRM Online
* Office 365 Subscription
¢ SharePoint Online with at least one SharePoint site

* Server-Based SharePoint Integration configured

The following are the steps required to enable Delve integration with Dynamics CRM:

1. Inorder to enable Delve, go to Settings | Document Management | Manage
Office Graph Integration, as seen in the following screenshot:

Microsoft Dynamics CRM

Y ——

Document Management

Which feature would you like to work with?

Dacument Management Settings

2. In the pop-up window, check the Enable Office Graph integration check
box, and click Next. Click Finish on the next screen. With this setting
enabled, you are now ready to create a Delve dashboard.
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As mentioned at the beginning of this book, all configurations and customizations
should be structured in a solution package. As such, create a new solution package
or open an existing one:

1. In order to create a Dashboard that can host the Delve stream,
go to Dashboards.

2. From the New button, select the Dashboard option. Observe the new option
added with Microsoft Dynamics CRM 2016 and the Interactive Service Hub.
This allows you to create dashboards with streams. The following screenshot
shows this option in the context of a solution:

“au—}j R Db e

‘ % Solution: Customizations
¥ |._:| Dashboards

Solution Customizations

Component Type Dashboard

#7 Information .
E A _JNew~ | [ ZAdd Existing ~ X Delete Eﬁ Remove
Components o

3 e £ s Dashboard as
Option Sets El Interactive experience dashboard

" @ Client Extensions

@] Web Resources

., Processes

+ Plug-in Assemblies

:=| Sdk Message Processin...

When you choose to create an Interactive experience dashboard, observe the
additional dashboard options presented. We are no longer limited to a maximum
of six elements on a Dashboard. In addition, we have choices for Multi-Stream and
Single-Stream dashboards. In a Single-Stream dashboard we now have formats for
five, three, and two columns, as seen in the following screenshot:
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Choose Layout x

Choose a layout to create a dashboard.

Multi-Stream Single-Stream

5-Column Overvie... 3-Column Overvie... W
lil

5-Column Overview Dashboard

5-Column Overvie... 2-Column Overvie... X X
This Layout can accommodate a single stream,

charts of different sizes across two columns, and
tiles in the last two columns,

Create

In order to create a Dashboard that contains a Delve stream, you need to complete
the following steps:

1. Select New | Dashboard and choose one of the available classic layouts.

2. In the new screen that pops up, observe, both on the ribbon and within
each dashboard section, the new option for Delve, as seen in the following
screenshot:
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3. Clicking this option turns the dashboard section into a Trending Documents
section. This will render a new stream on the dashboard, as shown in the
following screenshot:

: : e — Nicolae Tarta "
Microsoft Dynamics CRM | = sales |~ Dashboards | ~ T el & ?
D e tow the interactive sesvice hubs cam make you mne productive, Euperience it o
EFSAVEAS B% MEW  -WSETASDEFAULT & REFRESH A
DELVE ~

My Active Accounts ¥ +

Accounts by Industry

content233432 B

samesne

Product catalogue -
flow-v4 B

somecne dit

For more details on Delve integration, see the CRM help and training portal:

https://www.microsoft.com/en-us/dynamics/crm-customer-center/view-
relevant-and-trending-information-with-office-delve.aspx

Field Service Capabilities
After the acquisition of FieldOne by Microsoft, the solution became available to be

installed on a new instance of Dynamics CRM Online 2015, Update 1 or newer.

FieldOne Sky is an intelligent field service management solution. Its functionality
revolves around enhanced management and scheduling for work orders. The
scheduling engine is the highlight of this solution, where we are presented with
three types of actions:

* Manual scheduling

* Schedule assistant

* Automated routing scheduling
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The friendliness of the UI and the ability to provide drag and drop on a scheduling
board makes using this product very easy and intuitive. Coupled with a powerful
backend engine to validate and recalculate schedules, this is an ideal solution for
field service. Add to that extensive support for mobile, and you have a complete end
to end package for managing resources in the field.

The amount of business insight that can be gained using this solution is of great
value. Starting with a real-time view into the performance of your business and
field service, analyzing of large amounts of data to determine patterns and issues
with standard scheduling as well as extensive reporting capabilities for operations
analysis and strategy, this solution is a great add-on to the Dynamics CRM family.

The process of adding the FieldOne solution is the same as adding the previously
available Insights and Office 365 Groups solution:

1. From the Office 365 portal navigate to CRM. In the Manage all CRM Online
instances select the trial or production instance where you want the solution
added. Click on Solutions:

Solutions

The list of solutions can't be retrieved. Please try
again later. If the problem persists, contact
customer support.

2. On the next screen, select the FieldOne Sky solution and click Install. Note
that the installation will take a short while:

@ Manage your solutions

Select a preferred solution to manage on selected instance: NTMVP

SOLUTION MAME | VERSION ILABLE UNTIL | sTATUS

Insights for Microsoft Dyn... 3.4 Not installed Fieldone Sky

FieldOne Sky 5.1.5031.0 Installation pending

Office 365 Groups Preview  1.1.0.0 Not installed stallation starts. This ma

timate Field Service
wing organizations of any
cts of the service

Created by: FieldOne Systems ,“
Learn more
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3. Once the solution is installed, navigate to your CRM instance and validate
that FieldOne Sky is installed. If your standard navigation is not customized,
you can do that by looking for a new tab, added to the top navigation and
named FieldOne Sky.

For additional details on the functionality and customization of FieldOne Sky, see the
following documentation:

http://www.fieldone.com/products

Adxstudio Portals

Adxstudio solution has been one of the best portal solutions on the market for a long
time. Before the release of Microsoft Dynamics CRM 2016, Microsoft acquired the
Adxstudio solution. This is a much anticipated feature, but at the time of writing, an
updated version built under the Microsoft umbrella is not yet available.

Adxstudio provides an advanced portal platform and Application Lifecycle
Management (ALM) solution built entirely on Microsoft Dynamics CRM.
As such, it makes total sense to see this solution coming in the near future.

For features and details, see the documentation provided for the current version:

https://www.adxstudio.com/adxstudio-portals/

Voice of the Customer

Another new feature added to Dynamics CRM 2016 is Voice of the Customer. This
provides us the ability to collect customer feedback directly in Dynamics CRM.
We can now design surveys, collect results, invite people to participate in our
surveys, and also trigger various actions on the Dynamics CRM platform based on
the collected results. We can analyze these results, report on them, and present our
results in dashboards for monitoring.

Voice of the Customer is another one of the add-on solutions that must be installed
in your organization by an administrator. We do this by navigating from the

Office 365 Admin Center to Admin | CRM. A new window opens and we see our
organization(s) listed here. Select the organization where you want this solution to be
added, and click on Solutions:
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CRM Online Administration Center

INSTANCES | UPDATES

Manage all CRM Online instances

NAME STATE TYPE

ready Production instance mesco

PRODUCTICN [NSTAMCE

Micresoft Dynamics CRM Online 2016

© ®

EDIT  MOTIFICATIONS

Purpose

Add purpose by editing instance

Solutions @

Among the listed solutions, find the one called Voice of the Customer. At the time of
writing, this solution is at version 8.0.301.2.

Select Install to get this solution configured in your Organization:

CRM Online Administration Center

INSTANCES UPDATES

@ Manage your solutions

Select a preferred so

ce: me3co

SOLUTION MAME VERSION

STATUS
Insights for Microsoft Dyn... 3.4 Not installed Voice Of the Customel‘
Voice of the Customer 8.0301.2 Not installed
Office 365 Groups 2004 Not installed @
1.1 Not installed INSTALL

Solution to collect customer feedback. Design
surveys, invite people, retrieve results, trigger
workflows, and analyze the results in Dynamics

5.1.5031.0 Not installed

CRM.

Created by: Microsoft IcoN
- GOES

Learn mare HERE

Accept the Terms of Service and click Install. This will configure the solution in
your organization, and will take a moment. The status of Installation Pending is
displayed in the Manage your solutions view until completed.

To verify the solution is installed, you can navigate within your Dynamics CRM
organization to Settings | Solutions and make sure that the Voice of the Customer

solution is installed. You will also observe that the entire organization navigation has
been re-organized.
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The survey functionality is tightly integrated and requires an Azure
account. When a survey is published, the definition is stored in
_ Azure Storage. The responses are passed through Azure Service Bus
% before they are retrieved and stored in Microsoft Dynamics CRM. All

L these configurations are available by navigating to Settings | VoC
Configurations. This being a preview feature, configuration might
not be as straightforward as other features. For a trial setup of this
functionality, reach out to a technical partner for assistance.

When creating a survey using Voice of the Customer, the following steps are involved:
* Loading and defining images
* Designing themes
* Planning and designing the survey
* Distributing the survey

Working with images in surveys requires all the images to be loaded in Dynamics
CRM first:

1. You do this from the navigation menu, by going to Voice of the Customer
| Images. Select New, and on the new form, add information for Name and
Image Title:

* Motes

2. Once you click Save, you can browse to the image you want to upload, as
seen in the following screenshot. Once done, click Save. Repeat the process
for all the images you want to use in surveys.
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Designing a survey theme is a process that requires a little bit of knowledge of
web safe color definitions in hex values. Luckily, W3schools provides a chart at the

following URL:
http://www.w3schools.com/html/html colorvalues.asp

If you work with a web designer, or you have knowledge of CSS, you can further
customize the look and feel of the survey. Don't worry, this is an optional step; you
can create simple surveys without any web design skills:

1. To customize a survey theme, start by navigating to Voice of the Customer |
Themes. Click on New to create a new one, or select an existing theme. You
can also edit the default theme by selecting Default in the list of themes, as
seen in the following screenshot:

?

. _ Micnlae Larla
Microsoft Dynamics CRM = = w e Custo.. | v Themes | v  New Theme o ® J 7 meswo . -]

Hsave pPsaviaclose = New FORM

General
-~

Theme Demo

Header (F1ATATA Saction (#002050 Nagation Bar (MTTTTTT Arwwer (#FFE0S0 Argwer (BFFCT36 Progress |#49TTBE Progreu Background | BAZABAD

Survey Header

Your

Prageess

Section Header

Example question

o Angwer 1 1 Anwer 2 Answer 3

Section Header

Example question

* Answer 1 Angwer 2 Answer 3

T Next
v

Active

2. Give the theme a Name, adjust the colors as needed, edit the CSS if desired,
and click on Save. Now you have a new customized theme.

3. With Images and Themes configured, we are now ready to create our
first survey.
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4. We do this by navigating to Voice of the Customer | Surveys. Select New
to create a new survey. On the survey form, complete the necessary fields,
as shown in the following screenshot:

4 Survey Runtime

APPEARANCE FOOTER LINK TEXTS

Yes

Techreeal Help L]

verypage-"  Thisis s hesder
NAVIGATION

et Text Net
vy Alraady Taken Test Block Only ane raspoese is e

slflowed per respondent

Thark you.

+Invitations and Actions

INVITATIONS RESPONSES UNSUBSCRIBE

Dermo Survey

5. When done configuring the survey, you can preview it from the Preview
ribbon button. Before you can make it available to users, you must Publish it.
The options are on the ribbon, as shown in the following screenshot:

Nicolse Tarla

Microsoft Dynamics CRM @ £ B meo . & | ?

+nEw il DELETE S PUBLISH R PREVIEW () EXP

£ ow M

Demo Survey = o

6. Once a survey is published, responses can be collected and reviewed on the
Survey Responses views available, accessible by navigating to Voice of the
Customer | Survey Responses.

7. Survey Outcomes are also accessible by navigating to Voice of the Customer
| Response Outcomes. In addition, we have access to a pre-configured
survey dashboard, as well as the ability to run reports on surveys by
selecting a survey, and from the MORE COMMANDS... option, selecting
Run Report.
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Insight by InsideView

Microsoft Dynamics Insight is an add-on provided by Microsoft and powered by
InsideView. It is included with Microsoft Dynamics CRM Online with a Professional
license, and available as an add-on for Dynamics CRM On-Premise.

Insight is the equivalent of the InsideView for Sales Professionals edition. The
functionality is made available in Dynamics CRM through integration with the
InsideView platform. This package is available for Dynamics CRM version 4.0 or
newer, and is available for both On-Premise and Online.

Insight is a data enriching tool that allows users of Dynamics CRM to validate and
enhance their data, as well as generate new leads and close more opportunities.

Once configured, the Insight solution presents data within Dynamics CRM on the
Account, Lead, Contact, and Opportunity entities in an iFrame on the actual record
form. This makes it easy for users to get access to all the additional data provided by
the solution.

Installation and Configuration

Depending on the type of Dynamics CRM deployment you have, the installation
process is slightly different. An on-premise deployment involves additional
configuration with regard to preparing the environment and configuring the
necessary infrastructure.

For an Online deployment, a lot of this is already handled for you, so the process is
simplified. The following section will look at both an online deployment versus an
on-premise deployment.

Dynamics CRM Online
For Microsoft Dynamics CRM Online, you can take the following steps to install and
configure the InsideView solution:
1. First off, download the managed solution provided by InsideView on
their site.

2. Next, proceed to Settings | Solutions, and install the solution you
just downloaded.
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3. Once installed, open the solution and navigate to the Configuration tab:

Solution Insights for Microsoft D...

87 information Mg Microsoft Dynamics CRM Insights
%A Configuration poweREeD BY #¢ InsideView"
'3 Components
. ='_-__-| Entities To enable data synchronization, please create a service account for all of your users,
ﬁ Option Sets
Y% Client Extensions Start
ﬂ ‘Web Resources
%L Processes

4. Click on the Start button to enable data synchronization, and follow through
the wizard to complete the initial configuration.

5. Once you complete the wizard, you are returned to the Configuration
screen in Dynamics CRM, where the data synchronization configuration
progress continues:

Al \Vicrosoft Dynamics CRM Insights

rowereD BY ¥ InsideView”

Thiz may take several minutes.

Please do not close this window, refresh this page,
or click Back or Forward until the process is complete.

Creating service account in CRM...

I | 2s5%

6. Once completed, you will be presented with a confirmation message:

Alg Microsoft Dynamics CRM Insights

POWERED BY ¥ InsideView"

Data synchronization has been enabled for Insights.

7. Once the data synchronization has been completed, you are ready to start
using the Insight functionality. To validate, you can navigate to an account
and make sure you have a new tab called Insight.
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Dynamics CRM On-Premise

For On-Premise deployments, the process is similar, but the data synchronization
is not handled through the solution configuration page. Instead, you need to set
up a proxy CRM user in order to provide your application users with the ability to
synchronize and export data. For the updated instructions for setting up a proxy
CRM user, please follow the instructions provided by InsideView on their website.

Once your synchronization is complete, just as with Dynamics CRM Online, you can
validate that the installation is successful by navigating to an account record and
looking for the Insight tab on the form.

Insight Feature Set

Once the configuration is complete, navigating to an Account, Contact, Lead, or
Opportunity will display a new tab called Insight with additional data about the
specific record.

The data is structured in various tabs. The Overview tab presents generic
information about the selected record. In the case of an Account record, we can see
the address and phone number, the ownership and industry, revenue, number of
employees, and a description.

In addition, we get a set of company insight information. We can see news
articles, structured by the various categories, including Leadership Changes,
New Offerings, Acquisitions, Partnerships, Expanding Operations, and so on:

Mmoxoﬁ [2rme [ [ |

Insights

Microsoft Corporation & e TrFouow - [more

Microsoft Hires Suresh Kumar, Amazon's VP Of Worldwide Retall
Syslems

OVERVIEW

2= Back o top

POWERED BY 3 InsideView W w E &2 | ¥ wrong info
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The People tab presents details of various resources associated with the selected
record. These resources are populated based on various social network profiles and
augmented data by InsideView. You can sort and filter the list of these resources

as needed, based on job level or job function, as well as by your relationship to the
respective contacts.

You can also search for a specific contact by name or role/ title.

Hovering over a contact in the list brings up the extended user profile:

Mame and / or Title Satya Nadella | Microsoft Corporation
Y Chief Executive Officer, Director m Py
1291 People Redmond, W&
™ de 3 )
- é;tl.; l[E\;l:Eclu!iie satyan@microsoft.com | f]
’ Phone: +1.425 582 8080
W ssine 1y i N

Rawi Venkatesal Source(s): e ¥ Wrong info?
Chief Executive crresqrrereerere o
s

Navigating to the Buzz tab, you do a one-time authorization of the app for Twitter and
Facebook. Once that's done, you can see all related social network posts on this tab:

Microsoft Corporation Y FoLoW -
BUZZ
9895
W @Peckad0 Nice. Glad you're enjoying #Windows10 . 14430
e IR
W RT @Windows : Great things come in small packages. @Toshiba Encore Mini - only $99 at the @MicrosofiStore . 5547196 ﬁ .
hiip:/it.co/ipq0TbRZYD htpy/t.c.. e
W RT @MicrosoftStore : Save the date, #50Cal ! @kelly_clarkson will perform a free show 11/22 to celebrate our new store at View Microsoft Corporation's profile summary here.
@ShopLosCerritos ! h... [ e ———————
F | Connect on Facebook

The Twitter connection brings in not only tweets related to the record selected,
but also tweet statistics and followers:
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, MICROSOFT & @Microsoft
|| The official Twitter page for Microsoft consume..
| Redmond, WA
o Follow
9895
14430
20 48
5547196 § .

From the tweet window you can directly interact with the tweets, by Retweeting and
Replying to any of the existing tweets captured.

The Family Tree tab presents a list of related companies as well as acquisitions.
You can hover over any of the companies presented to get additional details.

The Similar Accounts tab lists companies related to the selected account record,
as well as header details on each company.

Expanding the navigation shows other options to see company news, jobs, financial
details and the industry profile:

Microsoft Corporation

SIMILAR ACCOUNTS

Adobe Systems Incorporated All News

Public Company (NASC:ADBE) Job
obs

Primary Industry: Computer Software 34,115.4M
Financials es: 11847

Description:  Adobe Systems Incorporated (Adobe) is a diversified software cf

Industry Profile
Amazon.com, Inc.

Public Company (NASD:AMZN)

Primary Industry: Retail - Internet & Catalog Order Revenue:  $81,760.0M
# of Employees: 117,300

Description:  Amazon.com, Inc. (Amazon.com) serves consumers through its retail

There is a very rich set of additional information presented through these tabs. All
these details collected in one easy to find place can greatly enhance the ability of a
salesperson to generate new leads and close new opportunities.
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You can choose to follow any record or related records. This allows the system to

surface data as needed.

One great feature of Insight is the ability to synchronize data and refresh your
Dynamics CRM records. From the Overview tab, in the top right of the window,
you can find the SYNC button:

Microsoft Corporation

OVERVIEW

@ snc

Yy rouow ~ EIMoRe

Clicking on SYNC allows a Dynamics CRM user to select which information can be
refreshed in Dynamics CRM:

Account

= Microsoft

Account Name
Ownership
Ticker Symbol
SIC

Revenue
Employees
Account Phone
Account Fax
Website
Street

City

State

Country

Description

Update Account

Mg Microsoft Dynamics CRM

Microsoft

Cancel

Insights

Microsoft Corporation
Public Company
MSFT

7372
$86,833,000,000
128,000

+1 425 882 8080
1-425-7067329
www.microsoft.com
One Microsoft Way
Redmond

WA

United States
98052-6399

Microsoft Corporation is engaged in
developing, licensing and supporting a

Check All [ None [

N EEEE R AR R R R E

>

range of software products and services.

The Company also designs and sells
hardware, and delivers online advertising

to the customers. The Company operates s
in five segments: Windows & Windows

Source(s):

Reuters »% Netprospex =
Community [E Equifax %2 Insidevie = Back to top

Select the specific records to be updated in Dynamics CRM and click on Update

Account. The data from Insight will be transferred automatically into your

CRM record.

You are prompted by a screen notifying you if the operation was successful,
and after five seconds you are returned to the Dynamics CRM record. All data is
refreshed with the new information from the selected data source.
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You can perform the same operation on Contact records from within the
Account record.

Yammer

Yammer comes integrated into your Dynamics CRM instance. You just need to
configure the connection to get it running.

Yammer is the enterprise social network. The company was created in 2008 and
bought by Microsoft in 2012. The social network is a corporate-friendly social media
network. Any user can join the network with a business email account, as long as the
company's domain is registered. Once joined, you can create internal and external
networks for employees, customers, suppliers, and so on.

The application structure is quite similar to Facebook when accessed online, outside
of Dynamics CRM. You have a newsfeed on the main page, and the ability to follow
users and send and receive private messages.

Yammer and Hashtags

Yammer's architecture is built around a very robust search function. Using
hashtags greatly increases the findability of posts. Hashtags are posted using
the # symbol followed by a word or combination of words. An example is
#CustomizationEssentials.

Mentions are also supported on Yammer. You use the @ symbol. An example is
@JohnDoe.

Other Yammer Features

Yammer sports a people directory, which enhances the search ability and easily
surfaces details about your colleagues. Furthermore, user profiles can be searched,
thus making it easy to retrieve, for example, a Dynamics CRM specialist in

your company.

In order to enhance the business appeal of the network, you can use Yammer for file
sharing. Files can be attached to posts, or they can be uploaded to a file repository
and made accessible to other users. In addition, for teams, Yammer introduces the
concept of Pages. They are used for collaboration on documents, and can be locked
to read-only if needed.
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Yammer and Dynamics CRM

Since Yammer was included under the Office 365 umbrella, there has been a big push
to integrate it into most, if not all, business applications. Yammer integration has
been built into Dynamics CRM both On-Premise and Online editions.

Configuring the integration can be achieved easily, thus giving the Dynamics CRM
users the ability to collaborate more productively within the teams.

In order to configure the integration with Dynamics CRM, the following
prerequisites must be met:

* For Dynamics CRM to integrate with Yammer, you need the Enterprise
version of Yammer

* The user account configuring the integration must be a System Administrator
in both Dynamics CRM and your organization on Yammer

* Dynamics CRM must be updated to the latest available version if possible

Configure the Integration

In order to configure the integration, complete the following steps:

1. Navigate to Settings | Administration.

2. Inthe Administration section, you will find the Yammer Configuration
section. Click on the link to take you to the configuration section for
Yammer integration:

- . . - . .
- Connect Microsoft Dynamics CRM to your enterprise Yammer network

y,.ml Yammer Configuration

3. First you are prompted with a disclaimer page. Click on Continue:

Aig Microsoft Dynamics CRM « % | SETTINGS v  Administration

ya m mer:“ disclaimer

Connecting Micrasaft Dynamics CRM with Yammer will enable certain data to be shared between the two services. Yammer's Privacy Statement apply to customer data sent to Yammer.
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4.

5.

Next, you are taken to a configuration page. On this page, only the first
option to Authorize Microsoft Dynamics CRM OnPremise to connect to
Yammer is enabled at this point. For Online instances, the message will be
Authorize Microsoft Dynamics CRM Online to connect to Yammer:

yammeré configuration

Connect Microsoft Dynamics CRM to your enterprise Yammer network

With Yarmmer, you can collaborate securely with colleagues whenever and wherever they're connected, Learn more

Mote: Currently, Yammer is available only in English, You may prefer to delay Yammer installation until a future update that supports additional
languages becomes available. To find out about any future updates, subscribe to the Microsoft Dynamics CRM blog.

Mote: You will need administrative permissicns on the Yammer network to complete this step. Need permissions? Visit Yammer.

Mote: This will replace Activity Feeds with Yammer, and you can't revert back to Activity Feeds. You can access your Activity Feeds user messages
programmatically by using the Microseft Dynamics CRM SDK.

1. Authorize Microsoft Dynamics CRM OnPremise to connect to Yammer

Click on the link, and you are prompted to log in to Yammer. Here is where
you must use an account which has System Administrator rights in your
Yammer organization:

yammer<

terprise Social Network

Microsoft Corp.

Log in with your Yammer account !! | Dynamics CRM by

The application Dynamics CRM would like to log you in using your

Yammer account.
It will be able to access and update your data

Email Address
Password

Forgot password?

Remember me
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Failing to provide such an account results in an error message stating that the
required permissions are not valid:

Yammer Administrative Permissions Required

I. .I
Q You need administrative permissions on your Yammer network to do this,
Contact your verified Yammer administratar,

| Try Again || Close |

Once you provide the correct credentials, the next steps of the wizard walk you
through the authentication portion, and when completed, returns you to step
two on the configuration page:

yammer

Log in with your Yammer account Dynamics CRM
by Microsoft Corp.

Connect Dynamics CRM to your Yammer account

Your credentials will be forwarded to Dynamics

CRM.
—
—_—
‘ -~ It will be able to access and update your data.

Not Nicolae Tarla? (Sign out)

By proceeding, you agree to Dynamics CRM's Terms of Service and Privacy Deny
Policy.

At this point, steps two and three on the configuration page are enabled. Note that
these steps are optional, and allow you additional configuration of the integration.
At this point, the integration is complete, though, and Dynamics CRM now has
access to the Yammer network. In order to verify this, you can navigate to a record
that has Social Pane visible and the entity enabled for Yammer, and confirm that a
new Yammer tab is displayed at the top.

Step two on the configuration page, while optional, allows us to configure a specific
Yammer group to be used for the Dynamics CRM integration. This allows us to
restrict conversations and not pollute the entire All Company Group area with
Dynamics CRM messages. It is a good practice to separate the Dynamics CRM
messages from the other Yammer group communications.
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The third step, also optional, allows us to configure the security for Yammer
messages. In this step we can configure if the Dynamics CRM messages are made
available to the public (everyone) or are set to private. Setting this option to private
restricts visibility of the messages to users that follows the specific Dynamics

CRM records.

Entity Configuration

Now that the integration with Yammer is complete and functional, there is one
additional step required to surface Yammer into our Dynamics CRM environment.
We need to tell Dynamics CRM which entities are enabled for Yammer. Without this
configuration, no entities will support the Yammer integration:

1. We do this by navigating to Settings | Post Configurations:

Ay Microsoft Dynamics CRM v #Y | SETTINGS v  Post Configurations | v

[2) REFRESH & EDIT  + ACTIVATE 44 DEACTIVATE [ COPYALINK | ~

+ Post Configurations *

~ e e 3l led t
account Account Yes Active
appointment Appointment No Inactive
kbarticle Article Mo Inactive
campaignactivity Campaign Activity No Inactive
Campaignrespo.. Campaign Respense No Inactive
incident Case Yes Inactive
competitor Competitor No Inactive
contact Contact Yes Active
contract Conftract Mo Inactive
processsession Dialog Session No Inactive
email E-mail No Inactive
fax Fax No Inactive
goal Goal No Inactive

2. Here we can select the entities where Yammer will be available, and then
click on Activate on the navigation bar. Once activated, make sure you
publish all customizations.

If an entity is deactivated, the Yammer integration will be removed from the entity
records. The messages, however, will remain in Yammer. All messages posted to
Yammer remain stored in Yammer, and if the entity is re-enabled, the messages can
be re-surfaced.
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Additional Configuration

In some situations, you might encounter unexpected behavior when using entities
integrated with Yammer. If that is the case, make sure that the Yammer URL is
added to the browser's Trusted Sites, along with the Dynamics CRM URL.

Web API

While presented as a developer-oriented enhancement added to Microsoft Dynamics
CRM 2016, the Web API is one of the features that even non-developers should be
aware of when evaluating the platform's ability to integrate and communicate with
other tools.

The Web API provides the ability to communicate with various other programming
languages, platforms, and devices. The protocol implemented is Open Data Protocol
(OData), version 4.0. This is a standard used for building RESTful APIs, and

allows resources to be published to various web-enabled clients using simple

HTTP messages.

For technical details on the standards, see the protocol documentation provided
by OASIS:

http://docs.ocasis-open.org/odata/odata/v4.0/os/partl-protocol/odata-
v4.0-os-partl-protocol.html

Due to the no-code nature of this book, we will not cover in detail the various aspects
of this protocol, but it is important to remember that this is what enables various
applications, on a multitude of platforms, to communicate with Microsoft Dynamics
CRM 2016. Various components and libraries are already built to support this
protocol using a multitude of platforms, including the Microsoft .NET platform, Java,
JavaScript, C++, Objective C for the iOS, and other libraries on the Linux platform.

Microsoft Social Listening Integration

Microsoft Social Listening is one of the more recent additions to the Dynamics

CRM suite of tools, and is available to monitor and interact with various social
media channels. This is a service that can bring your organization to the forefront

by allowing a system user to track campaigns, track brand and product impact, and
interact in real time with customers, thus putting your business in front of customers
as a leader across the social web.

Social Listening can integrate with all three default application modules, as well into
custom-created components.
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For marketing professionals, this service can analyze and present customer
perception of campaigns in real time. It also allows marketers to interact directly
with potential or existing customers on media channels such as Twitter and
Facebook. It also allows the marketing team to report in real time on brand and
product sentiment. This allows for campaign adjustments to be made to the correct
specific aspect in order to raise the success of a campaign.

In addition, and very important to marketing personnel, this service allows them
to identify the top influencers, the most active people discussing your brand
or products.

From a sales perspective, this service allows users to monitor specific customer
accounts, and to gain a competitive advantage over competitors by analyzing their
performance against yours.

In addition, this service can track social buying signals. This means more
social-generated leads, and more targeted opportunities identified.

From a service perspective, this service allows users to identify in real time potential
customer issues, and prevent a bad public relations campaign generated by negative
reviews. The customer service team can be notified and can directly interact with
customers to immediately identify and flag potential issues, engage with customers
in resolving these issues across the various social platforms, and minimize the
potential of a negative image created as a result of customer non-satisfaction.

Furthermore, social charts can present the social sentiment as an integral part of
standard dashboards. This allows key management a direct view into the success
of the company's overall image or a specific product line with the public.

Microsoft Social Listening lives as a completely separate application,
= but is integrated directly with Dynamics CRM.

Integrating Social Listening with Dynamics
CRM

The process of integrating Social Listening into Dynamics CRM varies by the type of
CRM implemented.

Dynamics CRM online

The simplest configuration is for CRM Online. Since all configuration is under Office
365, the system knows where the Social Listening instance resides, and presents it as
an option on a drop-down menu:
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1. Navigate to Settings | Administration:

[ »] Microsoft Secial Listening Configuration
a« Connect Microsoft Dynamics CRM to Microsoft Social Listening for Social Insights

2. In there you will find the link to Microsoft Social Listening Configuration.
Click on it, and you are presented with a simple configuration page:

Microsoft Social Listening configuration

Connect Microsoft Dynamics CRM to your Microsoft Social Listening solution. With Microsoft Social Listening, you can get in-
context social insights.

Select the Microsoft Social Listening solution to connect to:

o _______

3. Inhere, simply select the instance from the drop-down list and click Select.

Dynamics CRM On-Premise

For Dynamics CRM On-Premise, the configuration involves settings on both
applications. On the Social Listening side, you need to specify the allowed domain
where your Dynamics CRM resides. Then you can go back to CRM, find the same
link under Settings | Administration, and provide the wizard in the Connect this
CRM instance section with the URL to the Social Listening environment. Make sure
you check the Allow social insights check box, and click on Save Settings after
testing the URL.

Application Layout

The application itself is designed based on the same layout as Dynamics CRM.
This will make it very convenient for users to get familiar with navigating between
the two platforms:
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Microsoft Sacial Listening ~

@ All Search Topics ~
]

wzen: Default time £~

All Search Topics

03/24 - 03/28/2014

Buzz & 2 Trend
34,402 146.2%

6,800 per day more than average

SHARE OF VOICE OF ALL SOURCES

I - Office 365
| IO Surface

I = Yammer

The main solution navigation presents the user with is the option to customize the
tracking settings, as well as direct links to a comprehensive analytics package, social
channels, and customizable alerts:

Microsoft Social Listening v [ SREEYENNG [« JVRRTRIN

ANALYTICS FACEBOOK PAGES ALERTS SETTINGS HELP

Targeting Sources

Microsoft Social Listening can target various social media channels. It can follow
sentiment on Facebook, Twitter, YouTube, and various blogs.

Dynamics CRM environments, with the updates of spring 2014, can integrate the
Social Listening charts and visuals directly into the environment into Dashboards.
In addition, charts can be added to specific record types, such as Accounts, Contacts,
and Competitors.
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Configuring Analysis
Using Social Listening is mostly a wizard-driven configuration process. We can

look at defining the time frame to be analyzed by selecting it from the top
drop-down menu:

Time frame ~

Today

Last week

Last month
Custom time frame

Default time frame

The main Analytics dashboard presents an overall view of all monitored sources.
From here we can drill-down into the underlying data:

All Search Topics

03/24 - 03/28/2014

Buzz & A Trend
34,402 146.2%
6,880 per day mare than average

SHARE OF VOICE OF ALL SOURCES

I Office 365
= Surface

I Yammer
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Hovering over a specific category allows us to look at specific details of the category:

Office 365

23,717 posts, 68.9% of all posts

A 256.8%

Office 365

Surface
Yammer

Clicking on a category allows us to get to the underlying data, the same way we
work with dashboard in Dynamics CRM:

Office 355 + Detault tima frama

Overview

Analytics summary

M 7 @ !
23,7117 256.8% 68.9% t
posts > average of posts

4,743 per day average 6,647 in your data set 717403

Buzz Trend Share of volce Sentiment

Within this Overview of the selected category, we can see an Analytics summary,
along with details for Volume history, Sources summary and Sources share of voice
by language.

Analytics Summary

The summary of analytics presents the data analyzed in the following
four categories:

e Buzz
e Trend
e Share of Voice

e Sentiment
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The Buzz is a generic presentation of the number of posts analyzed and captured
during the specified period of time. This allows us again to drill down further to see
the actual sources, item by item, and to interact with them.

The Trend is a calculated section showing us a comparison against the average.
This allows users to determine if we encounter an upward or downward trend
in the posts analyzed.

The Share of voice is again a calculated section, analyzing the posts in the current
captured data set.

The Sentiments is the graphical representation of positive vs. neutral vs. negative
comments, captured and analyzed in the selected data set. This allows further drill-
down into the underlying data and the ability to interact with each post captured.

Interacting with the social channels

Once we drill down into the listing of analyzed posts, we can interact with each one.
We can adjust and modify the sentiment associated by the system with each post:

#  Confirm EN
<+ Positive 2014
2*  Neutral
. Negative
EN
11:50 PM 03/28/2014

In addition, we can respond to posts directly from this view, for the channels that
support interaction, such as Twitter.

Renly Retwest Favorite
leply letweet avorite

Other options include the ability to navigate to the original post, to forward it by
e-mail, or to remove it from the overall analytics data set if it's not relevant:
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w Positive ¥ '

E‘ Open original post

B Email this post

X Remove this post

For each tracked record, the source channel is clearly represented by the standard
source logos.

Volume History

The Volume history is a representation of the total number of topic-related posts
in the selected analyzed period. It displays graphically the volume, the trend, and a
comparison against the average number of posts in total:

Volume hlStOl’y Number of posts in your time frame ¥
12.5k
.
10k —\
7.5k .
Sk
2.5k
Ok
03/24 12:00 PM 03/25 12:00 PM 03/26 12:00 PM 03/27 12:00 PM 03/28
-s- Number of posts Average number of posts

[289]




Dynamics CRM - Additional Features

Source Summary

The Source summary splits the total number of posts by source channel, and renders
this information in a graphical and easy-to-read format:

Sources summary

Twitter Facebook News Blogs

19,202 Posts 580 Posts. 0 Posts 3,920 Posts

7| 65% |
Videos

15 Posts

In addition, it provides specific numbers and calculates percentages by
source channel.

Source Share of Voice by Language

Source share of voice by language allows users to analyze the social impact
of a campaign or product not only by social channel, but also by language:

1«

Sources share of voice by language in percentage per language

25
.

English Spanish French German

Portuguese

B Twitter W Facebook W News [ Blogs Wl Videos

This information can prove crucial for companies managing campaigns and products
globally, or across multiple markets.

Analysis Details

For additional analysis down to the individual level, Social Listening allows
advanced drilling into the data, and can surface the most active users by social media
channel. Navigating to Analytics | Sources presents the data not only by source,

but scrolling down the page we can see the top overall contributors, as well as top
contributors by media channel.
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For the overall top contributors, we can display in the view the location, number of

posts, percentage in the overall data set, as well as trend:

Authors
Top 5 authors

e
burakmentes
QuiteCloudy (Scott Cameron) Ciathe. Kansas...
Vorsite [Vorsite) Seattle, Washin...

Bob Gourley

myfreshreviews

178

137

13

108

102

When analyzing by a specific social media channel, we can see in a similar formatted

view the data specific to each media channel:

Top 5 authors by sources

. Twitl:er 12,760 authors found

QuiteCloudy (Scott Cameron)
Vorsite (Vorsite)
CloudSolutions (Cloud Soluti...
whymicrosoft (Why Microsoft)

Office (Office)

137

113

78

53

50

SoV

< 1%

< 1%

< 1%

< 1%
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Configuring Alerts

In order to enhance the platform and make it more dynamic, Social Listening
has the ability to not only monitor and analyze the data, but also to alert users of
specific changes in trends. This can be achieved by configuring alert parameters
and properties:

1. Navigate to the main menu and click on Alerts.

2. In here you will have a list of existing alerts configured, as well as the
ability to create a new alert. Selecting Add Alert allows users to customize
the alert specifics:

A Save X Cancel
Set up new alert

Basic information Select alert type

Mame

Post Alert = Trend Alert

® p active & inactive

Recipients

Email asdresses

3. Once the alerts are configured, they can be reviewed and edited from the
main Alerts screen.

Microsoft Dynamics Marketing
Integration

Another product in the Dynamics family, Microsoft Dynamics Marketing is a
dedicated marketing solution for planning and execution of marketing operations,
as well as analytics of marketing performance.

This is a separate product on its own, but can be easily integrated to live side-by-side
with Microsoft Dynamics CRM. This integration brings the ability to share resources,
capture and surface marketing campaign results, as well as enhance the analytics
data surfaced through the Microsoft Dynamics CRM platform.
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With an enhanced graphical designer interface for workflows, this tool makes
the process of designing and monitoring campaigns much easier. Sales pipeline
analytics, along with lead management and scoring, are getting a major boost
by integrating this solution with Microsoft Dynamics CRM rather than using the
simplistic marketing functionality already built on the platform. For extended
marketing needs, this product offers enhanced functionality, ease of use in
campaigns design, and a complete set of extended functionality.

Enhanced reporting through dashboards, Excel, and Power Bl makes it easy for
marketing staff to get a clear picture of revenue and return on investment (ROI)
for various campaigns.

Power Bl and Dynamics CRM

Power BI, part of Office 365, is an analytics tool. It allows a user to monitor and
discover trends through rich visualization dashboards. These dashboards can
be rendered on various devices, making them available to all users across

the organization.

We can use Power BI to connect to our Microsoft Dynamics CRM and extract data
for analysis.

Starting the application, you are presented with the following screen:

Power Bl
Desktop

i Get Data

-
6 Recent Sources

@@ Open Other Reports

1. If you disabled the startup page, you can get to the same wizard by going to

Get Data on the ribbon:
FRER:=

Get Recent Edit
Data * Sources ¥ Queries

External Data
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2. Select More, and in the window that pops up, find Dynamics CRM Online:

Get Data

All
=m MICrosoft Azure HUInsignt

Al . ] A
E® Microsoft Azure Blob Storage

File

Microsoft Azure Table Storage
Database N

Web

Azure o
SharePoint List

Other

8 @

OData Feed

Hadoop File (HDFS)

Active Directory

L B ]
/2

3 Microsoft Exchange

Dynamics CRM Cnline

+ I
bl
=]
[a]
m
o
[
=]
o

k
[
g
=]
m
I
a
2

3. Once you click Connect, you are presented with the URL screen. Here's
where it's easy to make a mistake, even though it's stated pretty clearly what
URL you have to point to. Make sure it's the complete Organization Service
URL, not just the Org URL:

Correct URL:

https://<org>.crm[x] .dynamics.com/XRMService/2011/

OrganizationData.svc

Incorrect URL:

https://<org>.crm[x] .dynamics.com/

4. When using the incorrect URL, you are not prompted to provide the
credentials later on, and thus cannot establish the connection.

5. Next, for authenticating to CRM Online, select Organizational Account on
the next screen:
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Access an OData feed X
@ & hitps:// .crm.dynamics.com/XRMService/2011/...

You aren't signed in. Please sign in.

Ancnymous

Sign in

Qi Select which URL to apply these settings to:

Basic https:/f «crm.dynamics.com
© https:/f crl"l.:i'-,'na"nics‘coﬂ_'XRL-’Ser“'ice-2311.-"C-rc;a"\zationDa:a.zvc:
Web APl
Marketplace key
Organizational account
Connect Cancel

6. If you have provided multiple URLs before, including the incorrectly
formatted one, select the correct one you want to use.

7. You will be prompted to sign in. Do so using a user with permission to access
the organization.

8. Once everything is okay, click Connect, and you should be in. Now select
your data set and start building the visuals.

For details on how to work with PowerBI, see the knowledge base:

https://powerbi.microsoft.com/en-us/documentation/powerbi-service-
get-started/

Summary

Throughout this chapter, we looked at the various tools and services available for

the Microsoft Dynamics CRM platform. From internal social integration, using Social
Pane, to using the Microsoft Social Listening platform in an integrated manner, to

the external integration achieved by bringing insight into Dynamics CRM, taking
advantage of new features like voice of the customer, Power BI, platforms like
Microsoft Dynamics Marketing, and finally, through using Yammer in a more
dynamic way, we have a large variety of platform interactions available for Microsoft
Dynamics CRM. All these enhanced features enrich the platform in ways that were
not possible before.

In the next chapter, we will look at the administration aspects of the platform. You
will be introduced to the basic administrative concepts of Microsoft Dynamics CRM,
have a quick tour of the administration interface, and quickly pause to analyze the
sections and processes an administrator is expected to use on a day to day basis.
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In the previous chapter, we looked at the various solutions integrated into Dynamics
CRM. From the Social Pane, to integration with Social Listening and Yammer, as
well as the available Insight component by InsideView and the full blown solution
provided by them. We have also done a quick overview of the new features added to
the platform, including the OneNote integration, the all new Interactive Service Hub,
as well as the newly added features brought by the acquisition of the field service

Dynamics CRM
Administration

solution from FieldOne.

This chapter will look at the following topics:

Administration Concepts
The Settings Area
Business Management
Service Management
Case Settings

Service Terms
Entitlement Templates
Service Scheduling
Templates

Product Catalog
Administration
Security

Data Management
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*  Working with Data

* Data Loader Tool

* Data Reporting

* Monitoring System Jobs

* Document Management

* Auditing

* E-mail Configuration

* Configuring Activity Feeds

* Process Center

* Dynamics Marketplace

* Customization Principles

*  Security

* User and Team Management

* Mobile Experience
This is by no means an exhaustive description of all the administrative options
available in Dynamics CRM; a whole book could be dedicated to this topic. In this
chapter, we will try to give a quick overview of the available functionality, as well

as highlight the most commonly used configuration options an Administrator of the
system will work with on a day to day basis.

Administration Concepts

Just like any other platform, Dynamics CRM requires constant care and attention.
An Administrator of the system is tasked with monitoring the system, analyzing its
performance, and intervening where necessary to make improvements.

In a standard, out of the box configuration, all the system management options are
collected in the Settings area. You can reach this by going to the top navigation and
selecting Settings from the presented options:

Nicolae Tarla
Microsoft Dynamics CRM Settings | v Administration pel B meSco . & 7

Marketing Help Center
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When working with a heavily customized system, the Settings area
*  might be removed, renamed, or relocated at a different location on the
@@j%‘\ navigation. In addition, some options could be entirely removed. The
g navigation and settings options are security trimmed, so that a user
can only access the settings options they are allowed to.

The Settings Area

The settings area is structured in the following categories:

* Business

e Customization
* System

* Process Center

Each one of these areas contains links to the various configuration aspects of
the application:

Nicolae Tarla

Microsoft Dynamics CRM = = setiings Administration B meSco . o3 ?

Business Customization System Process Center

.'..T_I| Business Management m Customizations a Administration Email Configuration u Processes
Templates Solutions m Security E Activity Feeds Configu...

Product Catalog Dynamics Marketplace m Data Management E Activity Feeds Rules

Service Management Plug-In Trace Log =

System Jobs

Document Manageme...
% Auditing

':EJ CRM App for Outlook

Business Management

The Business Management area is the place where we can handle most of the initial
system configuration, as well as manage common aspects of the system. In here we
can configure the Fiscal Year Settings. The Fiscal year is a setting usually configured
at the system creation. Rarely in the life of a business The Fiscal year changes.

In this area we configure The Fiscal year start date and the period, as well as
formatting options for display throughout the system.
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Chances are that, once you've initially configured these settings, you might not have
to touch it again for a very long time, if ever:

Fiscal Year Settings ?

Select fiscal year settings for Microsoft Dynamics CRM.

Fiscal Settings

Set the fiscal period.
Start Date ™ 1172014

[ w
Fiscal Period Template Quarterly i

How to display?

Prefix Year Format Postfix
Fiscal Year FY v vy v Ry v
Named Based On Start Date ﬂ
Fiscal Period Quarter 1 ﬂ
Display As «fiscal pericd> <fiscal year> ﬂ

OK Cancel

The Business Closures section allows us to define in the system the standard
holidays for each year, as well as certain company specific closures. Usually these
settings are configured at the beginning of a year. These settings work in conjunction
with the Service module, and integrate into scheduling activities.

Once the business closures are configured, we have the ability to export them to
Excel or print them.

Scheduling a new Business Closure involves the definition of a Name for the record,
as well as start and end dates, and times if required:
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Schedule a Business Closure

Specify the name and select the time of the business dosure.

0 Dwring this closure, service activities cannot be scheduled, However, resources with the Do
not observe cption selected for business closures can be scheduled for services.

Business Closura

Details
Mame * |
Start Time 10/29/2014 v W] Al Day Event
End Time 10/29/2014 T
Dwration 1 day bt
Help oK Cancel

The Queues area allows us to manage system Queues. By default, queues are created

for users and teams in the system, but they can be created for all customizable
entities in Dynamics CRM.

Queues can be either public or private. Queue items residing in private queues are
only accessible to members of that particular queue.

% We can store multiple Queue Item types in a Queue. We can have items
s for entities like Cases, Tasks and E-mails in the same queue.

In addition to the standard information regarding the item placed in the queue,
queues also store information about the user working on each queue item.

A very important aspect of automating queues is the ability to enable workflows and
audit for queues. This helps with automating processes in order to validate specific
business processes and rules around processing various queue items, improve
productivity, and track progress. Auditing allows us to report on changes at

various stages in processing queue items.
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Starting with the introduction of Service Pack 1 for Dynamics CRM 2013,
improvements to managing queues access now allow for private queues.

The Services area allows administrators to configure the capacity of a service
activity. In order to modify these settings, you must have the Schedule Manager role.

Here we can select to assign resources based on various conditions based on work
load and also to define capacity requirements.

The Subjects area allows us to define a comprehensive subject tree in order to
hierarchically categorize various elements of the system. We can use this hierarchy to
categorize products, cases, sales literature, or articles. We can also use this hierarchy
for various custom entities.

The Connection Roles area allows viewing and defining new connections. The
Connection Roles are used for defining relationships between entities based on
specific defined roles assigned.

You can apply connection roles in three different ways:

* Apply the same connection role to both the source and the target records
* Apply a connection role from the source record to the target record only

* Apply reciprocal roles, which is a role from source to target and a related role
from target to source entity.

The Facilities/Equipment section allows us to track physical equipment and facilities
for scheduling services. These facilities and equipment can then be used in defining
service activities.

The Resource Groups section is where we define groups and their membership.
These groups can then be used in conjunction with the service module to schedule
service activities.

The Sales Territories is where we define geographical areas or Sales, Service, or
Marketing. To these territories we can assign managers and members. For example,
we an create a Central territory and assigning a Sales Manager for this territory,

as well as a team of sales people for all the sales activities.

[302]




Chapter 6

The Sites section is where we can track various locations for conducting business.
For example, in a manufacturing company, we could have various storage sites,
various production sites, as well as various retail stores. Each one of these could be
tracked as a different site.

The Currencies section is where we define the additional currencies used by the
system. Each system will have a base currency defined on the creation of the
Organization. On top of this base currency, we can define as many new currencies
as needed. For example, if we have retail stored in two different countries, we

can define, in addition to the base currency for one of the countries, an additional
currency for the other covered country. This allows sales personnel from the
other country to track sales in that country's currency. The conversion is done
automatically by the system using the conversion rate defined.

The Goal Metric area allows us to define and track goals assigned to users. Using
goals, we can assign teams- or user-specific goals, and track and measure their
performance against these goals. In order to define a Goal Metric, a Goal must be
created for a specific type of data to be measured. Once we have a goal created, we
can define rollup fields to track a target's actual and in-progress values.

The Relationship Roles section allows the management of labels defining
relationships roles. This type of relationship existed from previous versions of
Dynamics CRM before the introduction of Connections, and is retained in the system
for backwards compatibility. The Connections are much more versatile and should
be used for all new customizations.

One of the major limitations of Relationship Roles is that they are only available to
define relationships between Accounts,Contacts, and Opportunities.

The Automatic Record Creation and Update Rules section allows for customization
of auto creation rules. Based on the settings provided, we can generate new records
from incoming e-mails based on valid entitlements and from activities related to a
resolved case. We can also configure automatic responses notifying customers that
the provided information was successfully captured and queued for action.
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The entire Business Management screen is presented here:

Business Management
Fiseal Year Settings

| Business Closures

Sites

Create new shes o oer inations wherr service operations taier place. A ang rer

nformation, or Geiete shes

Sl currencles

Which feature would you like to work with?

Set the £t cate, tempoiate. and dispiay GONONS or BN

he business is ciose

51 Queues

oy Creates S8 SeVicE Custues, and MANSOE the MemBHEND of
fecond ooy

& Bcal year and fisc

Goal Metrics

Defing 370 mas

Facilities/Equipment

Services

Subjects

Hanage the 5

s for service scheduling

Al new service

Bt the kinds of Gl That your crpanization trad

eauloment for senvice seraouling. Change Infermation snout resaures e delete exlsting

Charge Sk ilon

mject miteacery for yous eganization’s prackuets, iterasure. sne

Connection Roles

Creste, #52 an

o galete the

Automatic Recerd Creation and Update Rules
e mutomatic recnes ened

Cresbe snd marage

ertities o u

o entities

rues for Butnm.

reation and upoates. Yeu can

215r1 NG Ceactvate xisling tervices

anicies

FIANGE'T LIOHE LSAD 1 GENNE CONNECHIONS Detieen rECerdL

561 U rutes for pitner cut-ofme.ne

Service Management

The Service Management administration area has been introduced with Dynamics
CRM 2013 Service Pack 1, and has received a slight reorganization with each
subsequent version. In Microsoft Dynamics CRM 2016, the Knowledge Base
Management was added here also. It groups together settings around the service
module and defines the following functional groupings:

* Case Settings with Record Creation and Update Rules

e Service Terms

* Knowledge Base Management

* Templates

* Service Scheduling

Case Settings with Record Creation and
Update Rules

The Case Settings area groups configuration elements around the case creation
and routing processes available. This area is particularly useful in grouping and

categorizing rules around Case processing.
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The first option in this grouping, the Queues, allows us to view and manage the
system queues. We can see a listing of the system queues by selecting the All Queues
view, as well as manage the membership of private queues.

The Routing Rule Sets is where we manage specific case routing rules. Here we can
define special rules on how a case is to be handled. For example, we can specify that,
when a created case matches specific criteria, it should be forwarded to a particular
team, user, or queue. In order to define these, we create a new Routing Rule Set,
and within this set we create one or more Rule Items. Each Rule Item defines the If
Conditions, meaning when this executes, as well as the Then Condition, meaning
the action that will take place:

4 Rule Critena

If Conditions

t Clear Eﬂ] Group AND ]ﬂ[ Group OR
Select

Then Conditions

Route To ™ @ Queue () User/Team

Add to Queue

The Subjects area is leading to the same configuration of structured subject topics as
the area from Business Management.
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The Parent and Child case settings area allows us to define the information
inheritance rules around related cases. Here is the place to define cascade operations
on related cases. For example, we can define a rule to allow closing of all child cases
when a parent case with the same Case Title and Customer is closed:

Case Settings ? x
Select the Case attributes that will inherit from parent case to child case.
~
Available attributes Selected attributes
Activities Complete Case Title
~
Case Stage Customer
Case Type
Check Email
Contact
Contract
Contract Line v
Currency
You can select a cascade closure preference for parent and child cases,
[[] Specify closure preference
I
(__J Close all child cases when parent case is closed
™ ryn . e e _ [¥]
() Don't allow parent case closure until all child cases are closed
OK Cancel

The Automatic Case Creation Rules area allows the definition of rules for automatic
case creation from incoming e-mails and special social records. On each case creation
rule defined we specify the conditions for case creation and the auto response setting.
We can create new cases from incoming e-mails from senders not in the system, from
customer entitlements, or from activities related to a resolved case.

For newly created cases through automatic rules, if there is no routing
o rule to handle it, the rule owner becomes the owner of the case.

The Case Settings area looks like the following image:

Case Settings with Record Creation and Update Rules

Queues }, Parent and Child case settings
Create and manage service Gueues, and manage the membership of private queves. Establish criteria for 7y Soedy the information to be Innerted from a parent case to chli cases, Define case closure cascade settings

automatic record creation and updates. between parent and child cases.

Routing Rule Sets ¥ Automatic Record Creation and Update Rules

- - - > = € . - . . .
Creste or delete case roufing ules, Change existing e informaton, such as caneitons,order, and actions. ) Create and manage rules for automaic record creation and updates, You can set up rules for ether out-of-the-
* box entities or custom entities.

Subjects
Create and manage information in & subject tree. This helps to categorize an organization's cases to identify
frequent reguests and problem areas,

¥ 3B
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Service Terms

The Service Terms area houses specific settings for SLAs, customer entitlements, and
scheduling. The Service Level Agreements section allows us to define specific SLAs
and assign them to a service schedule. Part of SLAs involves the definition of specific
failure and warning times, and the associated actions.

There are two types of SLAs available to be defined in Dynamics CRM. SLAs can be
defined as Standard or Enhanced. The Standard option was introduced first to the
platform, while the Enhanced option has added support for extra functionality. Some

of the features of Enhanced SLAs include the ability to pause an SLA when a Case is
on hold, to add specific actions to an SLA, like the ability to notify when an SLA has
succeeded, and the ability to track SLAs on a Case form by default.

The Holiday Schedule area allows us to define specific holidays that, once added to
the system, are propagated into the service schedule and notify users if scheduled
service events overlap with these predefined holidays.

The Customer Service Schedule area allows us to define and manage organization-
wide service schedules. Here we define the business hours at the day level for the
service activities. This can work in conjunction with SLA time tracking.

The Entitlements area allows us to associate to a specific customer a specific set of
entitlements. Through entitlements, we define the customer support level based on
either total number of hours or the number of cases. This entitlement can vary based
on the product or service acquired by each customer:

ENTITLEMENT TERMS
Allocation Type * Mumber of cases
Decrease Remaining On * Case Resolution

Total Terms

Remaining Terms a8 -

Finally, the Service Configuration Settings area allows us to define system-wide
settings for the entire Organization. This basically links us back to System Settings,
directly to the Service configuration tab. Here we can choose to enable or disable all
SLAs, and if enabled, we can define on which case status an SLA is paused.
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The entire Service Terms section looks like this:

Service Terms

Service Level Agreements Entitlements
Create and manage service level agreements (SLAs), and assodiate themto a Create and manage entitlements, and associate them with a customer, Define and
customer service schedule, Define failure and wamning violation time, and the manage entitlement terms of service for multiple channels,

actions associgted with SLAs.

Create and manage a list of holidays for the customer service schedule. Associating Set system-leve| service settings for your organization,
the holiday schedule with a service schedule determines SLA time calculations.

Holiday Schedule & Service Configuration Settings
7

. Customer Service Schedule
Create and manage customer service schedules for the organization.

Knowledge Base Management

The Knowledge Base Management section was added with the newer version of
Dynamics CRM and hosts the Embedded Knowledge Search configuration. This
section is presented as the following screenshot demonstrates:

Knowledge Base Management

"'“'“"f"'-| Embedded Knowledge Search
m Configure the knowledge search control to use the CRM knowledge base or Parature, Add the control to
- additicnal record types in CRM,

Once we click on the Embedded Knowledge Search link, we are presented with

a new window where we can start configuring the record types to associate
knowledge articles to. We have a choice here between knowledge articles hosted in
Dynamics CRM or in Parature when integrating with the Parature Knowledgebase
solution. In addition, externally hosted knowledge base articles can also be surfaced
into Dynamics CRM by configuring the link to the source in the Support Portal
Connection area:
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Knowledge Base M 1t Setti @ Help
Record Types ~
Select the record types that you want to tum on knowledge base (KB) management fo.
O Entities
] Account -~
D Campaign
Case
|:| Competitor
O Contact
O Contract
O Contract Line
[ Entitlement v
M Futarnal Darky
Knowledge Source
Dynamics CRM supports the use of the CRM Knowledge base as well as the Parature Knowledgebase.
Select the knowledge solution that your organization is using.
Knowledge Solution: Dynamics CRM W
Support Portal Connection
External links for KB articles are created in the URL format specified below. Insert “kbnum}” as a
placeholder in the URL format. It will be replaced by an actual KB article number, for example
http//supportmicrosoft.com/kby{kbnum}
Portal: |:| Use an external portal
If "Use an external portal” isn't selected, when an email is sent to
customers, the article contents will be inserted as the email body, instead
of a link to the article.
URL Format:* brtd;
v
MNext | | Cancel

Templates

The Templates section of Settings allows us to define standard templates for
knowledge base articles, templates for e-mail messages, contract templates,

and mail merge templates.

The Article Templates section allows us, through a wizard-based interface, to create
simplistic templates for knowledge base articles. We can create various sections

within a template, and we have limited options to modify the text properties.
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An article template must be activated before it can be used to generate
=" new knowledge base articles.

The Email Templates area allows us to define specific dynamic templates to be used
when e-mailing from the system. These templates can include dynamic data from
the related records, as well as standard formatting supported by the most common
e-mail clients.

Dynamics CRM already comes with a set of predefined e-mail templates. You can
modify these, remove them, or create new ones as needed.

The Contract Templates area allows us to manage and create templates defining
support contracts. Here we can define frequency for billing, service level, working
hours/schedule, as well as the type of allotment. We can have contracts limited by
number of cases, time, or coverage dates.

By default, a single Service contract template is created in the system. We can remove
it, modify it, or create new ones as needed.

The Mail Merge Templates area allows us to upload mail merge templates created
with Microsoft Word. Here we can define the template properties, including the
associated entity, the language, and the base word document to be used.

The entire Templates section is presented as follows:

Templates
Entitlement Templates Email Templates
Create and manage templates for creating entitlements, . i Create and manage templates for email messages,
Article Templates a L Contract Templates
/«* Create and manage templates for articles in the knowledge base. J Create and manage templates for contracts.

Entitlement Templates

The Templates section groups together some of the same settings that can be

found directly under Settings in the Templates sub-menu with the newly defined
ENTITLEMENT TEMPLATES. The ENTITLEMENT TEMPLATES allow us to
define and manage standard templates for entitlements, and associate them to
Products. This way, a customer can be assigned to an entitlement through the use of
a template when a product is purchased:
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ENTITLEMENT TEMPLATE

Product X-13 Entitlement

INFORMATION ENTITLEMENT TERMS Products +
Entitlement Template Name * Product X-13 | - Allocation Type Mumber of cases Search for records Jel
Start Date - Decrease Remaining Case Resolution Name Product ID
End Date - Total Terms Mo Product records found.
Restrict based on entitlement terms Ne
SLA
Description
Entitlement Channels + < >
Name Total Ter

No Entitlement Template Channel records found.

< >

Service Scheduling

The last section of Service Management is the Service Scheduling. Here we have a
collection of navigational menus collected from the Business Management section of
Settings and grouped in here as they interact with the Service module in one way or
another.

We can find in here options to define Business Closures, Facilities/Equipment,
Sites, Services and Resource Groups:

Service Scheduling
T Business Closure
x i Create a list of holidays and ather times when the business is closed.

.’i "% Facilities/Equipment
(’T Add facilities and eguipment for service scheduling. Change information about |
| resources or delete existing resources.

70y sites
Create new sites or office locations where service operations take place. Add and

remaove resources, change site information, or delete sites,

Services

T

Add new services for service scheduling. Change service information and deactivate
existing services.

Resource Groups
Add new groups and new members to existing grougps for service scheduling.
Update group information and delete groups or group members.

3

Product Catalog

The Product Catalog area is where we configure the products and services offered
and tracked through the application. Here we configure products and/or services,
prices, discounts, unit sizes, and price lists. Without these items set up, the
functionality of quotes, orders, and invoices is crippled.
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In order to configure the Product Catalog and to keep on track with all the
dependencies, the items here must be configured in the following order:

1.
2.

If volume discounts are to be used, the Discount Lists must be created first.

Next, create Unit Groups and Units. Here we define the quantities that the
products are being sold as. Unit Groups allows us to group by different
categories of measurements. For example, if products are being sold by
weight, length, unit or case of a specific number of units, these must be

set up as available unit groups.

Create the Price Lists. Each Price List is a collection of items and the related
price. Products can be added to the price lists later on, but you need to create
the empty Price Lists at this point.

Create the Products. For each Product being sold, a Product record must

be created. As part of the Product record creation, you link the Product to a
Unit Group and a Default Unit. This allows you to define how the product is
being sold. For example, if a product is sold by length, you associate it to the
Unit Group defining lengths and to the default length it is measured in.

Associate the Product with the Price List. Each Product on a Price List is a
Price List Item. In addition, here we can associate Discount Lists. There is
a limitation of a single Discount List per Price List. The opposite, though,
allows you to associate the same Discount List to multiple Price Lists.

Select the Default Price List. If an opportunity has an associated Price List
that does not include a particular item, the Default Price List is queried
and the item is retrieved from there. As such, the Default Price List should
include all products and services available.

The Product Catalog area presents the options as per the following screenshot:

=

Families & Products

A product is an item in the product catalog that you want to sell to your customers.
In this section, you manage products, set up product family hierarchies, create
product bundles, and manage properties of product records, You can publish, revise,
or retire product records, and also reclassify them to move them to other areas of the
product catalog.

Discount Lists

A discount list contains the spedific discounts that can be applied to a product, based
on volume purchased. In this section, you create, manage, and delete discount lists in
the product catalog.

i

=

Price Lists

A price list specifies what prices can be charged for each unit in the unit group of 2
product, In this section, you create, manage, and delete price list line items and price
lists in the product catalog. You associate and disassociate products with price lists,
You also specify various pricing options in the price list line items, such as the
guantity selling option, the pricing methed, and the rounding options.

Unit Groups

A unit group contains the base unit a product is available 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 a two-liter bottle, then that product could be sold individually as a
two-liter bottle or in a case containing & two-liter botties. In this section, you create,
manage, and delete units and unit groups in the product catalog.
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Starting with Dynamics CRM 2015, we now have the ability to create and group
Products by Product Families. This lets us define relationships between products
and product templates, and allows us to enhance the process of managing products
and services. The new structure includes product families, product bundles, and
individual products. We now also have a hierarchical visualization of products

and services based on the predefined relationships. We can now see both a tree-like
structure of products and a graphical display that can be reused on other forms:

PRCOUCT

*

B Office 365 Suite (
Office 365 for
Office 365 for
Office 365 for

Office 265 for

Office 365 Suite (sample)

Product ID
Product Structure
Unit

Status

Office 365 Suite )
(sample)

Office 365 Suite (sam...
Product Family

Standard User (sample)

Draft )

Office 365 for s
Enterprise

Office 365 for Enterpr...
Product Bundle

Product ID
Product Structure
Unit

Status

Standard User (sample)
Draft v

Product ID
Product Structure
Unit

Status

Office 365 for [
Midsize Business

Office 265 for Midsiz...
Product Bundle

Standard User (sample)
Draft v

Administration

The Administration area is found under Settings and then System. Here we are
presented with the general system settings for the Organization:

Administration

Which feature would you llke to work with?

System Settings

St tne format f0r various values, such &
and owstumization oulivrs for your orga
canegonies.

i Privacy Preferences
et bhe privary prefererees e the anganizalive.

System Motifications

i i prartar syibers

#  Yammer Configuration

't Announcemants
”:a Creste, 4qit, 8 Gelete annountements It S008A1 in e Wirkolace ans.

w  Connect Microsoft Dymamics CRM to your enterprise Yam

=

iz

o5, thé Calendar, and Curendy. SHECt the emall traddng, marketiog, g
« Set Microsoft Dynamics CRM for Outlock options, Manage report

1 erLagpe et b dhectubed Bulage nelSEatan.

s network

Aute-Mumbaering

STy The Drefix PuTiDens fOr CONTC, Cases, QUOAES, Croens, Brtidhes, INNDKEs, and CaMDNGNs. SEMCE the sufic
lerglh for conlracts, caves, quotes, orders, and nvices,

Languages

A0 0 remowe SuDp0rt for B3aIonal Ngusges.

Resources In Use

Vi sibaibe Al yanar

Social

C

Connect Microsolt Dynarmics CRM Lo Microsoft Social Engagenent for Social Insights
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As you can see if you have worked with previous versions of the product, the
options have been reorganized and streamlined. The Administration section now
includes only organization administrative items, while all the configurations
related to security and other items have been moved and relocated to their own
respective areas.

Let's look at each option individually and see what they do.

The Announcements area allows us to define Organization-wide announcements.
This can be used for notifications that all system users should receive. When defining
an announcement, we must provide a title and a body containing the announcement
details. We can additionally provide a URL that links to additional details or an
external source, as well as an expiration date for when the announcement becomes
irrelevant and should be removed.

This is a feature that was kept for backwards compatibility with Dynamics CRM
2011. For Organizations upgraded from Dynamics CRM 2011, the Workplace area
can be kept, and that is where these Announcements are being displayed. With new
Organizations created in Dynamics CRM 2013 or newer, the Workplace area has
been removed. While you can still bring back the Announcements area, you need to
customize the navigation in order to do so.

The System Settings area is where we can find all the necessary organization
configurations. Here we have the settings organized in fourteen main categories or
tabs. The newest one, added with Dynamics CRM 2016, is the Previews tab, which
provides us with the ability to enable some of the newest preview features, like Task
Flows and Cortana integration.

The General area of System Settings allows us to configure auto save on forms. Here
we can enable or disable auto save globally. We can also enable presence through
integration with Lync. This will show users the status of other system users when
looking at their records. We can also define here the name formatting, currency
precision, currency display options, and sharing of records on reassignment.

Also in the general area, we configure the file extensions that are blocked from the
system. While Dynamics CRM supports attaching files to records through the Notes
section, we should define limitations with regards to which files are allowed to be
loaded in the system. By default, Dynamics CRM provides a list of file types blocked.
That is a good starting point, but it can be edited and enhanced as needed.
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Starting with Dynamics CRM 2015, we see enhancements with regards to search. The
General area of System Settings allows us to configure the settings around Quick
Find. We can enable a limit on the number of records displayed in search results, as
well as the entities that we can perform a search across. The new search now returns
results across up to ten different entities, and here is where we configure that:

Set up Multi-Entity Quick Find for Default Search
You can include up to 10 entities in a multi-entity Quick Find. Move entities up or down to set the order results are displayed.

Awvailable Entities Selected Entities
Address A Account
Appointment Contact
Article Lead
Article Template Opportunity
Business Unit User
Campaign Competitor
Campaign Activity Activity
Campaign Response . Case

Case Creation Rule

Connection

Connection Role
Contract Move Up
Caontract Li

Contract Template

The Bing Maps area of the General tab allows us to enable Bing integration and
input the Bing Maps key. If Bing Maps are not to be used, we can disable the
functionality from here.

This section also provides settings around telephony. As before, both Skype and
Lync are supported out of the box, and we can enable automatic prefixing based on
country or region.

With Dynamics CRM 2015 and up, we now have the ability to include customized
Help, and we can configure the custom help URL from here:

Set custom Help URL
Use custom Help for customizable entities () Yes (@) Mo
Globkal custom Help URL

Append parameters to URL () Yes (@) No

In addition, a new setting was added to the General tab to allow us to globally
disable the navigation tour.
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The Calendar area of System Settings presents us with a single option to configure
the maximum duration of an appointment in days. This allows us to limit all users in
the organization to a maximum duration.

The Formats tab presents global options for currency format and time and date, as
well as numbering formats. We can select a predefined format, or customize our own
as needed.

The Auditing tab allows us to globally enable or disable auditing, as well as
configure auditing to be available to specific sections of the application.

Note that once Auditing is disabled globally, all the settings at the entity
level are disabled. You can enable auditing globally, and then enable each
’ entity as needed.

The Email tab presents options for globally configuring the e-mail processing
method as Server-Side Synchronization or E-mail Router. We can select a predefined
Server Profile, which will dictate the default settings for all newly-created users. In
addition, we can configure here the e-mail tracking settings and the token to be used,
as well as Smart Matching settings for capturing e-mails.

The Marketing tab allows us to configure mail merges and campaign responses, as
well as unsubscribe settings.

The Customization tab allows us to configure Dynamics CRM to open in Application
mode. This will allow users to see the Dynamics CRM system in a way that mimics a
desktop application.

On the Outlook tab, we get options to configure Outlook synchronization. These
are global settings, and they can be overwritten by the user settings. As such, these
settings serve as a template for all new users.

The Reporting tab allows us to configure the main report categories. New reports
can be added to these categories for easy management and display filtering.

The Goals tab presents options for roll-up expiration time and frequency. Here we
can configure roll-ups to be recalculated at a set interval, and to expire after a set
duration, in days.

The Sales tab deals with configuration around product state on creation, price list
allocation, and discounts. In addition, we can find here settings for product bundle
maximum values for products and product properties.
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On the Service tab of System Settings, we configure if Service Level Agreements
are enabled and when an SLA is on hold. This allows those of us now starting with
Dynamics CRM 2015 to stop calculating an SLA while a case is either on hold or we
wait for feedback from a customer.

Lastly, the Synchronization tab presents us with options to manage integration with
Outlook and Exchange. We can get to the preconfigured filters for synchronization
and offline from here. In addition, we can define if Appointments are to be
synchronized, the type of address to be synchronized on Contacts, and if we need to
synchronize Tasks.

Back on the Settings | Administration screen, the Privacy Preferences area is where
we can configure the error reporting at the global level. We can now disable the error
messages presented to users and choose to handle them automatically on behalf of
the users:

Privacy Preferences ? X%

Choose privacy preferences for your organization.

Select your error notification preferences

You can set error notification preferences on behalf of your users, If you choose not to set error notification preferences, your users can
specify their own individual error reporting preferences in their personal optians

;.J_ Specify the Web application error notification preferences on behalf of users
Every time a Web application error occurs when a user runs Microsoft Dynamics CRM:
{_J) Ask the user for permission to send an error report to Microsoft
) Automatically send an error report to Microsoft without asking the user for permission

() Never send an error report to Microsoft

Select your privacy statement link preferences

You can decide whether to provide your users with a link to your organization's privacy statement. If you choose to show the link, it will
be added to the Settings menu,

For this organization:

) Do not show a link to the privacy statement

Show a link to the privacy statement

Privacy statement URL:
Test URL

OK Cancel

The System Notification area is specific to Dynamics CRM Online organizations and
is where we are presented with details about possible scheduled outages or other
important environment notices.

Yammer Configuration is where we configure the Yammer integration, as presented
in Chapter 5, Dynamics CRM - Additional Features.
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The Auto Numbering area allows us to configure the format for the auto numbering
used in various places in the system. Entities supporting auto numbering out of the
box include:

¢ Contracts

* Cases

* Articles
*  Quotes
*  Orders

* Invoices
e Campaigns
* Knowledge Articles

For each one of these entities, we can customize the formatting of the auto
number generated:

Set Auto-Numbering ? x

Specify prefixes for these entities, Select suffix length for the eligible entities.

Contracts ~ Cases  Articdes  Quotes  Orders  Invoices  Campaigns — Knowledge Articles

MNumber 1003

Preview -01003

oK Cancel

We can configure here the prefix to be used, as well as the length of the suffix.

Starting with Dynamics CRM 2016, we can now take advantage of the enhancements
to Knowledge Articles functionality, and we can configure auto-numbering for
these. We can only customize the prefix though, as opposed to all the other
auto-numbering entities.
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For more advanced rules around auto-numbering, it is recommended that a plugin
is developed to generate these numbers. This way you can specify all the rules and
the external sources you might need to use when generating this. For example, your
unique numbers might come from an external system, or be mapped to specific
records from other systems.

Languages is where we manage system languages. When creating our organization
for the first time, we select the default language. In addition, we can add as many
other languages as needed from the available supported languages. In order to be
able to manage other languages, the specific language packs need to be installed

on the Organization. When configuring this feature for Dynamics CRM Online, all
available languages are already loaded and made available; you just have to check
the additional languages to be used.

The Subscription Management area is only available for Dynamics CRM
Online, and is just a link to the account and billing management for your current
organization. Here is where you can manage licenses, add additional services, or
remove licenses. You need specific permissions to access this section.

The Resources in Use area is again specific to Dynamics CRM Online, and presents
a quick overview of Organization performance against standard limitations. Here
you can see how much storage your organization is using against the maximum
limit available, as well as how your organization is tracking against the limit of 300
custom entities created. You also have links to licensing management options:

Resources In Use

CRM Organization Name: me5co

CRM Organization URL Mame: me5co

Storage: O 1.60% used (0.08 of 5.00 GB)
Custom Entities: 1 1% used (5 of 300)
To view the number of user licenses in use, visit the Licenses Page, You must be a member of an appropriate security role to do these tasks,
To purchase more user licenses or storage, visit the Subscription Management page. You must be a member of an appropriate security role to do these tasks

Microsoft Social Engagement Configuration allows us to configure the integration
with Microsoft Social Listening. Social Listening has been presented in Chapter 5,
Dynamics CRM - Additional Features, Dynamics CRM Online section.
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Security

The next area of settings we are looking at is the Security. As a result of streamlining
the administration of the platform, starting with Dynamics CRM 2015 we now have
a new section called Security. We have now grouped in here all settings related to
users, teams, and the related security roles:

Security

Which feature would you like to work with?

Users
Add new users. Edit information about users and deactivate user records. Manage

tne teams, roles, and licenses assigned to users

= Security Roles
~
. Create new security roles. Manage and delete existing security roles for your

organization.

Teams
Add new teams and new members to existing teams. Modiify the team description
and delete members from teams,

Business Units
Add new business units. Edit and deactivate existing business units. Change the
parent business unit.

Field Security Profiles Hierarchy Security
‘a Manage user and team permissions to read, create, or write information in secured Configure hierarchy security, including enabling hierarchy modeling and selecting the
fields. mogel. You can also specify how deep the hierarchy goes, and specify the entities to
exclude from a hierarchy,

v B B

Positions F= Access Team Templates
Add new Pasition. Mogify the Positien description. Add new team templates. Mocify the team template description.

The Users area is where we can manage the system users. We have a large variety of
views into the users listing, with various filter options already created. We can see
users by their status, by ownership, by roles, by relationship, by team, or by social
relationship. This area is also the entry point for adding new users to the system,
disabling users, or updating their information.

The Security Roles area is where we can define specific roles and permissions. There
is a tight relationship here with the Business Units configuration mentioned above.

We can create as many security roles as needed, and we can assign to a user one or
more security roles. The final permissions are determined by merging all permissions
allocated through all the security roles assigned to a user.

Security Roles can be assigned to either Users or Teams. Assigning a security role to
a team will give all team members the same permissions as the team.

The Field Security Profiles area is where we configure the read, create, or write
permissions for users and/or teams. In order to have the secured fields working
properly, we need to define rules around who has what permissions on those fields.
The process involves three steps once a secured field has been added to an entity
form. First we need to create a field security profile. Then we associate users or
teams to this profile. Lastly, we add the specific field permissions.
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The Positions is a new feature added with Dynamics CRM 2015. This area now
allows us to create not only the standard relationships between roles, but also a way
to visualize these relationships. The default view is Active Positions, and it presents
the listing of available roles in the organization. Observe that now we have a new
column preceding each record, with a symbolic representation of a relationship:

+ Active Positions ~
W Name Parent Position
& 0
&% VP Sales Cz0
.L!i. Salesperson WP Sales
&5 VP Delivery cE0
&% VP Service CEO
.ﬁ. Service Respresentative VP Service

This type of icon shows up in several places where we have visualization
enhancements around relationships. Clicking on it allows us to see and navigate
visually through the whole relationship tree.

The beauty of this new functionality is that we can also take these visual
representations and reuse them on various records:

Qbyﬁwes

IO

VP Delivery B VP Sales * VP Service =

WP Delivery Hame 5 Hame WP Serice
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The Team section allows us to define and manage teams in the system. Defining a
team involves naming the team, assigning it to a particular business unit, defining
who the team administrator is - by default the user creating the team - as well as
determining and assigning the team members. Once a team is created, going to
Manage Roles allows us to associate one or more security roles to the team.

The Business Units area allows us to customize various Business Units and their
relationships. Within every Dynamics CRM Organization there is one main Business
Unit created on organization creation. Additional Business Units can be added as
children of this main Business Unit, or children of its children.

With the Business Unit structure, we can create a tree structure of parent-child
Business Units. The purpose of using Business Units is mainly for security
modelling. As part of configuring security roles, permissions allows you to
configure access as follows:

* None Selected

* User

* Business Unit

e Parent: Child Business Units

* Organization

The Hierarchy Security area is again a new feature introduced with Dynamics
CRM 2015. It provides hierarchical visibility and it is based on the user/ manager
relationships defined on the user accounts. Using this new structure allows
configuration for read, update, append, and append do for a direct manager, as well
as read permissions to roles above the direct manager. Using this relationship, we
can create views showing activities of all the subordinate roles for presentation on
dashboards and reports.

In this section, we can enable or disable using this feature. If enabled, we can define
the hierarchical model by selecting either a direct Manager Hierarchy or a Custom
Position Hierarchy, as well as the maximum depth for analysis. We can also define
entity exclusions so that we only capture the relevant types of records:
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Hierarchy Security

Configure hierarchy security, including enabling hierarchy medeling and selecting the model. You can also specify how deep the hierarchy goes, and specify the
entities to exclude from a hierarchy.

Turn on Hierarchy Modeling

[] Enable Hierarchy Modeling

Select Hierarchy Model

@® Manager Hierarcny () Custom Position Hierarchy
Configure Configure
Hierarchy Depth 100

Exclude following entities from hierarchy

Available Entities Selected Entities
Account A A
Activity
Appointment
Campaign
Campaign Activity

Campaign Response

Case

The Access Team Templates is where we define and manage templates for Access
Teams. When creating these templates, we must define the entity related as well as
the permissions. You can select one or more access rights to allocate to each template.

> Note that once a team template has been added, the associated entity
%ji\ needs to be updated. The entity main form must be customized to
’ include the new Team Template.

The access team templates are used in relation to entities enabled for automatic
creation of access teams:

=7 Team template

Opportunity Sales Team Template

4 General
Name ™ Opportunity Sales Team Template X | Entity * Ooportunity ﬂ
Description

Out of box Opportunity Sales Team Template

AccessRights ™[] Delete
E‘ Append
¥ Append To
D Assign
[ share
W1 Read
W write
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Data Management

The Data Management section is found under Settings | System. It is here that
we configure Duplicate Detection rules and jobs, do bulk record deletion, manage
mapping of imported data, as well as manage import jobs. We can also load or
remove the sample data for development environments from here:

Data Management

What would you like to do?

'I_. ) Duplicate Detection Settings _;Ll Duplicate Detection Rules

1 - @ Select default duplicate detection settings for your organization. &) ¥ Create, modify and publish duplicate detection rules,
Duplicate Detection Jobs Bulk Record Deletion
Create and monitor duplicate detection jobs. ’x Marizage bulk record-deletion jobs,

—

==em Data Maps Imports

j Create, import, and export data maps used during import. h Impert data and view the status of imports in progress.
Templates for Data Import - Sample Data

’J Dewnload a template for Data import, }/5 Add sample data to the system, or delete existing sample data.

= Add Ready-to-Use Business Processes LonaT Data Encryption
| O_OO Add business processes that are ready to use and designed for ;j Check the encryption status, and change or activate the encryption
common sales, service, and marketing scenarios. § key.

= Export Field Translations x Import Field Translations
Ad) Export translatable text for the localizable fields in the application A‘h Impeort translated text for the localizable fields in the application.

Working with Data

The Duplicate Detection Settings area allows us to enable or disable duplicate
detection, and has options for some of the most common scenarios when duplicate
detection should run. We can check for duplicates on record create and update, on
Outlook, going offline and back online, as well as during data import.

In the Duplicate Detection Rules area, we have the ability to enable some of the out
of the box rules provided, or create new rules and update existing ones. For a rule to
be active, it must be published. When editing rules, you must have unpublished the
rule first, make the necessary modifications, and then publish the rule again to make
it available to all users.

The Duplicate Detection Jobs section allows a user to see existing duplicate
detection jobs and the status of each job, as well as create new jobs manually. Here
we have the option to select various views from a listing of six default system views.
We can filter by jobs completed, jobs in progress, jobs not started, and recurring jobs.
We can also filter by jobs belonging to the current user.
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The Bulk Record Deletion section shows a listing of system jobs and the status of
each job. You can navigate to a particular job to get more details.

The Data Maps area allows us to manage the saved maps for data import. Here we
see a listing of existing data maps. We have a choice of views, with filters for active,
inactive, and personal data maps.

The Imports area is where we can see the current and past import jobs as well as
the result status. Various views allow us to select and display the data based on
predefined filters, including a listing of all imports, filtered by status or personal
imports only.

The Templates for Data Import area is where we can extract templates for all the
entities in the system. We are presented here with the option to select the entity
we need an import template for, and the ability to download it. We can use these
templates to create new sets of data for import.

The Sample Data section allows us to populate our organization with sample data,
or remove this sample data. The sample data provided by Microsoft is just a subset
of populated record. We can use this sample data for testing or demonstrating the
functionality of the system.

Add Ready-to-Use Business Processes is an addition coming with Dynamics CRM
2015. This will add to the system a set of predefined business processes. These can
be used as a starting point for future customizations, or we can use them as such

if relevant. Once they are added, we can manage them along with all other custom
business processes, as described in Chapter 4, Building Better Business Functionality.

All these processes are installed as part of a solution named Business Processes. In
order to remove these business processes, you can uninstall this managed solution.

The Data Encryption section is where we can check, change, or activate the
encryption key. This is only available for Organizations configured to use HTTPS.

The Export Field Translations and Import Field Translations section is where
we can manage translatable text for the various languages configured in our
Organization. Exporting the translations allows us to download a zipped package
containing two XML files:

Marme Type Size
|| [Content_Types] <ML File 1 KB
| SrmFieldTranslations <ML File 117 KB
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The first file, called [Content_Types] .xml, contains the type definition, while the
second file, called crmFieldTranslations.xml, contains the actual field definitions
for each locale.

Data Loader Service

The Data Loader Service has been released with Microsoft Dynamics CRM Online
2016 as a preview feature. As such, this functionality is intended for early access, and
is not recommended for production use. It is expected that not all functionality is
complete. There is no official support provided for preview features. This feature is
released only for North America in preview.

As a result of the multiple challenges customers are facing with regards to initial
data migration and load scenarios, the Microsoft Dynamics team has taken the task
to create a cloud-based Data Loader service. This is targeted to Dynamics CRM
Online for now. For the purpose of the preview released at the end of 2015, only the
import operation is supported, with export scheduled to follow soon.

This feature support Dynamics CRM 2015 online update 1 and newer versions.

The advantages of this include the ability to quickly configure data import scenarios,
no custom code required, and support for bulk data loads, as well as the availability
of this tool at no additional cost to the organization owners.

This feature is enabled by default in all new organizations, and is available to users
with an Administrator role. It can be accessed through the Lifecycle Services site,
available at the following URL:

https://lcs.dynamics.com/Dataloader/Index

Configuring the Data Loader Service

In order to configure the Data Loader Service for integration with your Dynamics
CRM organization, the following steps must be executed:

* Deploy the runtime for your Dynamics CRM organization: This is where
you configure your organization.

* Configure the file format: As the name states, here you configure the type
of file and the specifics. You can choose the delimiter, wrap character, and
comment character. You can also configure regional settings here.

With these configurations in place, you are now ready to start importing data.
You can now create your field map and start an import. The job execution status is
presented in real time, and shows the progress.

[326]


https://lcs.dynamics.com/DataLoader/Index

Chapter 6

The Data Quality Service (DQS) helps with validating the following two things:

* Metadata
* Lookup

Depending on the volume of data, this can take a while. Parallel validation on
various entity imports is available.

When validation errors occur, the data can be corrected by exporting to Excel the
records that fail, fixing the data and re-importing. This functionality is very much in
line with the existing data import features already available on the platform.

Monitoring System Jobs

System jobs, also known as asynchronous operations, are the way to create and
manage the execution of asynchronous system operations. These operations include
the execution of workflows, plugins running asynchronously, or other background
jobs. These operations are managed in the database through records in the
asyncoperation entity:

|Z| NEW ACTIVITY = = NEW RECORD ~ i’ IMPORT DATA

System Jobs 5
E. Al | vi i system Jo v
ﬂ; >( More Actions =

v System Job Type System Job Name Regarding Status Reason Owner Y &
E?’ Calculate Rollup...  Calculate rollup fields for the account entity Succeeded SYSTEM ~
Lq,,? Bulk Delate Delete completed system jobs Succeeded SYSTEM
Lq,;f Bulk Delete Delete completed process sessions for Sync Workflows Succeeded SYSTEM
F,;?’ Calculate Rollup...  Calculate rollup fields for the account entity Succesded SYSTEM
\j?’ Calculate Rollup...  Calculate rollup fields for the account entity Succeeded SYSTEM
Lq,;? Calculate Rellup...  Calculate rollup fields for the account entity Succeeded SYSTEM

You can filter the view of jobs by entity, and also by using the predefined system
jobs views available. These include a listing of all jobs, as well as jobs by status.
This makes it easier to find a particular job you are looking for.
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Opening a particular job, we can see, besides status details about the owner of
the job, the time it was created and completed. For jobs that fail and are set to
automatically retry, we have a retry count presented on the job details also:

n & cose dpActions » @Hep -

L‘ | System Job: Calculate rollup fields for the knowledgearticle entity
~ B¢ Information
System Job : Infarmation 4 General
I: Genera
Details Mame Calculate rollup fields for the knowledgearticde ¢ Type Calculate Rollup Field ﬂ
Regarding ﬂ Created On B v: 850 PM ]
Related ——
lob Owrer * & SYSTEM [@ completed On B 550 PM
Retry Count 0
¥ Details

Document Management

The Document Management area allows us to configure SharePoint integration.
Integrating Dynamics CRM with SharePoint this way provides additional
functionality for document management. We can now start to take advantage of all
the document versioning features of SharePoint, as well as check-out and check-ins,

and auditing:

Document Management

Which feature would you like to work with?

Install List Component

Document Management Settings
Install List Component

SHECE CHALIT COSUMENE MAnagemMEnt SEINrgs f0r your Srganization.

SharePoint Sites SharePoint Document Locations

ﬂ A SharePuint sile is & record on & Sharefoint server Of in & Site Colecbon. SharePoint sibe recands map o siles or O IOCALION recornd maps b decument IDraries O foiders on & 3narefaint server. They are defined relative.
Meconds O & SHANERoINT server. 0 & Sharei it G liorary recond O & SOCLMEnt IHCation recort. They can De a5s0Cabed with & Microsoft
Cyriarmics CRM record,

Enable OneDrive for Business

Enasie users b0 manage fles stored in OneDrive for Business directly in Dynamics CHM

o Intagration reles on
auEaning the

]

Manage Office Graph Integration
Enabie Office Graph integration and specify Sefault settings for your organization

In order to configure the SharePoint integration, the following steps need to
be followed.
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First off, on the Document Management area we have a link to Install List
Component. This takes us to the Download Centre where we can get the List
Component. This is a SharePoint component that must be installed on the SharePoint
server we intend to use for the integration. We select a SharePoint site collection

we want to use for integration, and we deploy this component in there. In order to
install this, you must be a site collection administrator.

Once this is done, we can go to Document Management Settings and follow the
wizard to configure the integration. We must provide the URL to our SharePoint
site collection, select the entities that will be integrated, and the format is which
automatic folder creation will take place on the SharePoint end.

If during the configuration the wizard detects that the site you are pointing to is not a
SharePoint site, or the List Component is not installed, you will be prompted.

SharePoint Sites allows us to see which integration points are configured. You can
have multiple SharePoint sites configured in your environment.

SharePoint Document Locations lists for us all the configured document locations
in the system. We can manage from here all locations, add new ones, and modify or
remove existing ones.

We can configure SharePoint integration to either automatically let CRM create the
structure on SharePoint, we can customize the creation process so that we follow
specific business rules around how to create the folder structure on SharePoint, or
we can point each record individually to a specific document library and folder on
SharePoint.

Added with Dynamics CRM 2016, we now also have the ability to integrate with
OneDrive for Business. This allows for private document storage, and is part of the
new feature set added for Dynamics CRM Online and Office 365.

Once work is completed on a document in OneDrive and is ready to be released to
all system users, the document storage can be changed to SharePoint. At that point
the document becomes publicly shared with all users that can access the record, and
all the SharePoint editing features are now available.

Another new and notable feature added with this version and based on the Office
365 functionality is the Office Graph integration. This allows for surfacing of

relevant documents on a dashboard that can include a stream of tiles generated

and ordered through a very complex algorithm that analyzes document relationships
and relevance.
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The integration of Office Graph is one of the features that has been receiving lots of
attention recently. Its integration into Dynamics CRM is a welcome addition. This
functionality is targeted at analyzing the entire workplace, by analyzing trends and
relevance, and surfacing documents and information based on various complex
analysis algorithms.

Machine Learning is at the core of Office Graph. It allows integration with all
features wrapped into Office 365, including groups, mail, calendar, events, and
documents, as well as information from outside the organization. Content is being
analyzed, organized, sorted, and surfaced as needed. This kind of intelligence is
expected to drive more features in the future, in order to streamline performance
processes and optimize the workplace of tomorrow.

Auditing

Dynamics CRM allows extensive auditing down to the field level. This can be
enabled on any organization. Careful attention should be given to how much we
need to audit, as this can have a negative impact on both performance and data
storage. The more you audit, the more space you will require for the audit logs:

Audit
What would you like to do?
—_5 Global Audit Settings -QT Entity and Field Audit Settings
L Select audit settings for your organization. |L i ./ Enable audit tracking on selected entities and fields,
g Audit Summary View 2 Audit Log Management
View a chronclegical listing of transactions across records and users. ] Manage space by deleting old or unwanted audit logs.
A ]

In the Audit area we have options to globally enable or disable auditing, configure
auditing at the entity and field level, and manage and review the audit logs.

Global Audit Settings is where we can enable or disable auditing and configure
auditing for the main modules in the system. This takes us back to System Settings,
which we have reviewed earlier in this chapter.

The Entity and Field Audit Settings area takes us to the configuration of the Default
Solution. Here we can go to each entity and manage auditing settings.

The Audit Summary View presents the audit log in a way that allows us to sort and
filter in order to easily retrieve the specific records we are looking for. Same-view
management functions apply just like any other view in the system.
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The last option, the Audit Log Management, allows us to present a listing of all the
logs, with the start and end dates. For managing space, we can remove older logs
from this view.

E-mail configuration

This section of the Settings area allows us to configure the type of e-mail integration
used, and to manage the various integration points and methods:

Email Configuration
What would you like to do?

Email Server Profiles
Set up the emal channgl by ereating an el server profile and adding malinowes to it

TP, Email Configuration Settings
Sat ystem-Jevel emal sedtings foe yeur orpantzation

The Email Configuration Settings section allows us to configure global settings for
e-mail. This leads us back to the System Settings area, which we covered earlier in
this chapter.

The Migrate Email Router Data area allows us to move our configuration from
the E-mail router to the new Server-Side Synchronization available. For this
functionality to work, you must have the old E-mail Router available, as well
as the new Server-Side Synchronization enabled and configured, and the
organization must be using HTTPS.

The Email Server Profiles section allows us to configure one or more profiles
for e-mail handling. We can configure both exchange and POP3-SMTP servers
for integration with Dynamics CRM. This allows us to cover configuration for
various types of e-mail servers, including public e-mail service from other
third-party providers.

For Exchange configuration, as long as the Exchange server is in the same domain
as our Dynamics CRM environment, we can use the Auto Discover Server Location
option, which simplifies the configuration process.

For each profile created, we need to configure the authentication rules, either by
using specified credentials, windows integrated authentication, or anonymous,
where supported. We can also specify same or separate credentials to be used for
incoming and outgoing.
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Once a profile is created, we can manage related mailboxes from within the profile
or separately.

The Mailboxes area allows us to manage individual mailboxes separately. For each
mailbox, we can configure the synchronization method as either using an Email
Server Profile already created, or include specific settings for incoming and outgoing
e-mails, as well as appointment, contacts, and tasks. When an Email Server Profile

is not being used, we can specify to use Microsoft dynamics for Outlook, Server-Side
Synchronization, or E-mail Router or a Forward Mailbox as needed. We can do this
for both incoming and outgoing messages. For the other items to be synchronized,
including Appointment, Contacts, and Tasks, the only available options are
Microsoft Dynamics CRM for Outlook or Server-Side Synchronization.

Note that the E-mail Router does not support synchronizing
i Appointments, Contacts, and Tasks.

Once a mailbox is configured, and the e-mail is approved, we can test and enable the
mailbox by clicking on the ribbon on Test & Enable Mailbox:

v ¥, Approve Email
$ ¥
k. Reject Emai
Test & Enable Apply Default Email
Mailbox Settings
Actions

This runs a validation process, and returns status messages regarding the success of
your configuration. The process to test the configuration runs asynchronously, which
can result in a slight delay before the actual result is displayed. You will first be
prompted that the test has been scheduled. Once it's completed, you will get the

final results.

Added with Dynamics CRM 2016, the Server-Side Synchronization Performance
area allows administrators to monitor the performance of this functionality, as well
as review various messages. It is a dashboard collecting details on Mailboxes, as well
as errors and processing statuses.
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Configuring Activity Feeds
The configuration of Activity Feeds is grouped in two separate menus on the
Settings ribbon. They are as follows:

* Activity Feeds Configuration

* Activity Feeds Rules

E Activity Feeds Configu...
E Activity Feeds Rules

Activity Feeds Configuration

The Activity Feeds Configuration is where we get access to all the active and
inactive Post Configurations. There are individual records for each entity that has
Activity Feeds enabled. Each Post Configuration record contains a reference to the
entity it applies to, a setting for enabling or disabling the activity feeds wall, and a
grid with all the specific rules and their respective status, as they apply to this entity.

Activity Feeds Rules

Using the Activity Feeds Rules section, we can get to a listing of all the rules
configured in the system. The default view is the All Activity Feeds Rules, which
presents information about the rule and the entity it references, as well as the status.
Each rule must be enabled for it to participate in processing. We can enable or
disable rules as needed at different times.

CRM App for Outlook

Newly added with Dynamics CRM 2016 Online, the CRM App for Outlook allows us
to surface Dynamics CRM details directly into Outlook Web Access (OWA). When
accessing Outlook directly from the browser, we are now presented with a view into
Dynamics CRM if configured as such, and we have the ability to track information
and interact with the CRM functionality without the need for the Outlook client and
the CRM for Outlook plugin.
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This functionality is not meant to completely replace the CRM for Outlook
functionality, but provides features that allow online clients to work with
Dynamics CRM records and data using a light client.

Details of this functionality have been covered in Chapter 4, Building Better
Business Functionality.

Process Center

The Process Center area allows us to get the configured Business Processes in our
Organization. We can filter and sort the view as needed to find the process we need
to verify. The status is also presented on this view. A process must be activated to
participate in processing, and must be put in Draft while modifying it. Options to
Activate and Deactivate are presented on the ribbon.

We can create new processes from here. Processes include Business Process Flows,
Workflows, Dialogs or Actions. These were all described in detail in Chapter 4,
Building Better Business Functionality:

hal A| | P rocesses v Search for records jo)
Z, New M |5 X | © adivate (@ Deactivate More Actions =

~  Process Name Category Primary Entity Status
Collabeorative selling Business Process Flow Opportunity Activated
Contact to Order (B2C) Business Process Flow Contact Activated
Contact to Order B2C - Fill Ship To fields WF Workflow Order Draft
Email Sales Campaign Business Process Flow Campaign Activated
Guided service Case Business Process Flow Case Activated

If the set of predefined Business Processes were added from Data Management in
the Add Ready-to-Use Business Processes, they will also be available to activate or
deactivate from the Process Center. These processes are not editable though. If you
want to make modifications, you must disable the original process, save it as a new
process, and then you can start modifying it. Once done, re-activate the process:
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File [ save LE Save As 0 Deactivate % Order Process Flow % Enable Security Roles =3 Show Dependencies  idgActions - @ Help ~

BUSINESS PROCESS FLOW

Lead to Opportunity Sales Process

Details

Stage Name *

Qualify Step Name Walue Required
Existing Contact? Existing Contact?
Entity *
Lead Existing Account? Existing Account?
Purchase Timeframe Purchase Timeframe
Stage Category .,
Qualify Estimated Budget Budget Amount
Purchase Process Purchase Process
Identify Decision Maker Decision Maker?
Capture Summary Description

+ Insert stage £\ Add branch

Dynamics Marketplace

The Dynamics Marketplace is the App Store for Microsoft Dynamics CRM. Here,
partners and independent software vendors (ISVs) can commercialize their specific
applications and solution extensions. The concept was introduced since Dynamics
CRM 2011, and is meant to simplify the process of selling solutions for Dynamics
CRM and provide a common area for all solutions to be made available. While this
is a good concept, not all ISVs commercialize their solutions through the Dynamics
Marketplace.

The Dynamics Marketplace is a searchable repository from within your Dynamics
CRM Organization. You can filter the results by popularity, by date, or you can
navigate to the online repository:

Dynamics Marketplace

Maore Solutions

The online repository is powered by Microsoft Pinpoint. Navigating to the
repository allows us further sorting and filtering capability by business-specific
need, by industry, price, version of Dynamics CRM, and by whether the solution is
Certified for Microsoft Dynamics or not.
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Looking at a particular solution in detail, we can see an extensive description of

the solution, whether it is available for purchase or free, the business need, and the
versions of Dynamics CRM it is compatible with. We can also see the community
rating, which should give us pretty good feedback about how successful the solution
is with other users:

\ ClickDimensions Email Marketing and Marketing Automation for

: Microsoft Dynamics CRM
ClickDimensions Marketing Automation for Microsoft Dynamics CRM empowers marketers to
generate and qualify high quality leads while providing sales the ability to prioritize the best

(78} ClickDimensions

Quick view w Microsoft Dynamics For Purchase

Expand the Quick view to get access to the additional details.

Customization Principles

The Customization area is where we get access to all the developer options and the
management of deployed solutions:

Customization

Which feature would you like to work with?

From this area, we can get access to the default solution by selecting Customize
the System. For customizations that need to be ported to other environments, they
should not be done under this section, as they will need to be repackaged later at
higher effort and cost. The base solution includes all the components that come
standard with the system. Also, when deploying unmanaged solutions, those
customizations are merged into the base solution.

The Publishers section allows us to manage and configure solution publishers in our
organization. All solutions have a publisher associated.
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The Developer Resources is where we find specific developer information about our
organization. Here we have access to the online Developer Center, as well as details
about the organization-specific endpoints. We can see the Discovery Service URL
and Organization Service URL, as well as the Organization Data Service, and the
protocols used for each.

The Solutions area links us back to the same solution management that is accessible
directly from the Settings | Solutions ribbon menu.

Finally, the Themes area is one of the newer features. This allows some level of
branding for the application. Here we can start customizing the core colors, as well
as define a corporate logo. The level of branding functionality is reduced. This is not
a portal solution, and as such, branding should be kept at minimum, if added at all.

Solutions

The All Solutions area is where we manage the various solutions deployed to our
organization. We use the ribbon elements to organize the existing solutions, remove
solutions or deploy new ones:

AH SD|UT|OHS v Search for records
8-? X ﬁ z ﬁ —:'r“ Q LM More Actions =

Mame Display Name Version Installed On A Package Typ.. Publisher

BusinessProcesses Business Processes 1.0.0.0 11/6/2014  Manzged Microsoft Dynamics

We have covered in Customizing Entities, the details of working with solutions in
Chapter 3, Dynamics CRM Customization.

From the All Solutions area, we can also export unmanaged solutions, import
new solutions as needed, and export and import translations across the
entire organization.

[337]




Dynamics CRM Administration

Working with Business Units

The Business Units concept is at the core of security model in Microsoft Dynamics
CRM. As such, all users will be part of a Business Unit. The structure includes a
default Business Unit, created when an Organization is created. From there, child
Business Units can be created as needed, resulting in a tree structure as complex
as designed. The following screenshot shows a parent Business Unit, with two
child ones (IT and Finance), and IT has another three child Business Units
(Cloud, Delivery and Infrastructure):

Bus | ness Un |tS Search for records
[View: Active Business Units ﬂ
= New 3 | X | Gp RunWorkiiow.. [¥] Start Dislog Mare Actions ~
~ | Name Main Phone Website Parent Business
Cloud IT
Delivery IT
Finance medco
Infrastructure IT
IT medco
medco

The Root Business Unit is the top-most Business Unit, and it is the one created
with the Organization by default. As a rule, there always is a Business Unit in an
Organization, and that is the Root Business Unit. This Business Unit cannot be
removed or disabled, and is the container that allows transferring security settings
with solution packages from one organization to another.

The ribbon depicted in the above screenshot has the necessary commands to create
a new Business Unit and remove a Business Unit, as well as a few other options for
enable/disable and changing the Parent Business Unit under the More Actions
drop-down.

Defining Security Roles

Once you have the Business Units defined in your organization, the next step is to
start configuring the necessary Security Roles. A Security Role is a collection of
privileges to various components of the organization. Entities and other security
elements are grouped in categories, and presented on various tabs. The following
screenshot presents the settings for the Core Records tab:
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H IH Ff saveandCiose g wipActions - @Help ~

Working on solution: Default Solution

& Security Role: role1

Details Core Records Marketing Sales Service Business Management Service Management Customization Custom Entities

Entity Create Read irite Delete Apoend  AppendTo  Assign Share -~
Account O 9 e 0 O ) ) -

Activity -

Anncuncement o] O e} [} O

Application File

‘Connection

Connection Role

Contact o] O O O

Customer Relationship

Data Import @] Q Q Q @]
Data Map _ 8
0

Data Performance Dashbeard o] O O [}

Document Location

Duplicate Detection Rule @] Q Q @]

Email Template @] Q Q Q

Fallow

Import Source File

Language o] O

Lead o [e) o) o)

Mail Merge Template

Mobile Offline Profile
Mote O O O O @] @]
Office Graph Document Q

Opportunity @] Q Q Q Q Q

Key

O Mone Selected User Business Unit & Parent: Child Business Units @ Organization

Observe how for each entity we have the various options to configure Create, Read,
Write, Delete, Append, Append To, Assign, and Share permissions. In addition,
at the bottom of the screen we can see the representation for the scope. We can give
no permissions at all, or permission at the User level, Business Unit, Parent: Child
Business Unit, or the entire Organization. Each scope is larger than the previous
one, and is represented as such through the graphical filling of the circle symbol.

When creating new security roles, always create them within a Solution package, so
they can be transferred over to another environment with ease. In addition, in many
cases, it is easier to start from one of the existing or default security roles, by saving it
as a new role and making modifications to it as needed.

These Security Roles now can be used to assign permissions to users and teams, to
configure role-based forms, and so on.
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Managing Users and Teams

Once we have the Business Units and Security Roles defined, it's time to start
configuring users and teams. The process varies a little bit between an Online
deployment versus an On-Premise deployment with regards to the steps to be
performed when adding a user to an Organization, but once that's done, assigning
roles and permissions is the same.

Creating a new User

In an On-Premise deployment, the process to create a new user is based on the
domain account of the user. When adding a user, provide in the user name field the
domain\ username as configured in Active Directory (AD). If the user is found, the
AD details for the user are brought over and populate the user form.

When adding a user to an Online organization, the process starts from the
Office 365 portal:

1. Navigate to Users | Active Users, and select the user you want to add to
your Microsoft Dynamics CRM Organization.

2. Once the user is selected, find the Assigned licenses on the right-hand side,
and click on Edit.

3. Inthe tab that slides out, make sure that Microsoft Dynamics CRM Online
Professional license is checked.

4. You will see a message showing the available number of licenses for the
current organization. The following screenshot shows this:
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M osave X cance

Assign License

Different services are available in different locations. Learn more about licensing

restrictions

Set user location

Canada j

NOTE: It can take up to an hour to prepare Skype PSTN Calling(s1) for new
users. Then they will need phone numbers. To assign phone numbers go to
the Skype for Business admin center.

[ Office 365 Enterprise E5  »
24 of 25 licenses available Buy more

7 Microsoft Dynamics CRM Online Professional -
24 of 25 licenses available Buy more

Assign security roles in CRM so this user can access your Dynamics CRM
organization. CRM system administrators will see a notification reminding
them next time they sign in to Dynamics CRM. Learn more how to assign

CRM Online security roles to users

5. Click on Save once done. Now the user is assigned a license for the Microsoft
Dynamics CRM Online instance.

Alternatively, you can assign a license directly when creating the user
on the Office 365 admin portal. You find a section at the bottom of the
new user form to select licenses for the user.

Once the user is assigned a license, within the organization's Settings area, go to
Security | Users. Make sure the newly added user shows up in this view, if not,
refresh the view.
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With a user added to the Enabled Users list, now we need to assign this user the
necessary permissions to access the Organization data. If a user does not have
permissions assigned, he/she will not be able to access the Organization, even if
he/she does have an account active. Select the user and click the Manage Roles
ribbon button. In the pop-up window, select the role(s) to assign, and click OK,
as shown in the following screenshot:

Manage User Roles X

What roles would you like to apply to the 1 User you have selected?

Role Name Business Unit
[ Activity Feeds medco A
[ CED-Business Manager medco
[]csr Manager medco
[Jcustomer Service Representative medco
[ Delegate medco
O knowledge Manager medco W

1 hdzrlratinm biznanar madem

0 you assign security roles to your users, you will enable access and the ability
to extract your data. Access is enabled through multiple clients (i.e. CRM for
Outlook, CRM for tablets, web-user). You may administer these access privileges by
configuring your user's security role or entity attributes.

T

Cancel

Now we have a user added, a security role assigned, and permissions assigned.
By default, the root business unit is assigned to the user, but that can be changed
from the user profile page if needed, or by selecting the Change Business Unit
ribbon button.

Once a user does not need to use the system anymore, the user can be disabled.

For Dynamics CRM On-Premise, this is done from the ribbon on the Enabled

Users view. In Dynamics CRM Online, you will not have the Disable/Enable button.
You can disable a user from the Office 365 portal by removing the license from the
user profile.
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Mobile Experience

Microsoft Dynamics CRM has been supporting various mobile experiences for a

few versions now. Starting with the original mobile page, which was nothing more
than a stripped down basic form designed for small screens and presenting reduced
functionality, to newer and more robust specific mobile applications that allow us to
work not only with various mobile screen sizes, but also provide support for various
mobile platforms. We now have applications for the most common platforms,
including Windows Phone, IOS, and Android, for both phones and tablets.

This mobile applications interface has been streamlined and standardized, and now
it presents a familiar experience across all devices and platforms.

New for Dynamics CRM 2016, this experience has been enhanced again through the
addition of the following:

* Custom Controls: These controls help create an intuitive experience for users
and align with modern standards of visual representation of elements. They
are also designed specifically for touch, thus making the experience a more
pleasant one.

* Form Preview for mobile devices: This feature has been added to assist
system customizers and developers in visualizing how their changes and
customizations will end up looking on a mobile device.

* Support for iFrame and web resource: These are typical customizations
that until now have only been available in the desktop browser-rendered
application. Now support for these has been added to the mobile
applications, thus opening the door to a richer and more elegant
experience on mobile platforms.
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The following screenshot shows this interface on both a tablet (left) and a mobile
device (right):
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Cortana for CRM

Cortana for CRM is another one of the preview features added with the Microsoft
Dynamics CRM online 2016 update. As such, it must be enabled explicitly from
Settings | Administration | System Settings. On the Previews tab, make sure that
the license agreement check box is checked, and then find the Cortana for CRM
section and enable it by selecting the Yes radio button.

*  Note that preview features are not supported by Microsoft support, as
they might have incomplete features. Extensive changes can be made to
T preview features before they are released for production use.
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Chapter 6

The Cortana for CRM functionality is meant to assist system users in keeping
track of various activities in CRM. The following entities are exposed through
this integration:

* Activities
* Accounts
* Opportunities
Once the configuration is in place, Cortana will prompt organization users to connect

to CRM. The process is simplified to the point where the client-side configuration is
simply a matter of following the prompts.

Once configured on a user's device, Dynamics CRM is added to Cortana's notebook,
and reminders, prompts, and data are made available for voice interaction.

Summary

Throughout this chapter, we had a high level look at the administration areas of
Dynamics CRM. While this is not an in-depth presentation of all the available
administration options, because we can dedicate a whole book to this topic,

we went through all the available options and looked at what each area is for.

This chapter presented just enough information to get you familiar with the various
administration options available with Dynamics CRM, and where to find each
option. For in-depth information about each of the particular topics, refer to the
SDK available for download for the current version of Dynamics CRM from:

http://www.microsoft.com/en-us/download/details.aspx?i1d=44567
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