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1. INTRODUCTION
Purpose of this Guide

This user manual is designhed to demonstrate how an auto assignment plugin is configured for the
assignment type user or group.

It illustrates the assignment logic as below:

Direct Assignment, assignment type is user

Round Robin Assignment

Load Balancing

Assignment of the records using round robin/load balancing based on category
Assignment of the records based on category

®ap oo
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2. DIRECT ASSIGNMENT

Scenario 1
Step 1 - Click on the menu bar followed by Settings sitemap. Now click on the Auto Assignment

present below the Extensions option.

2.dynamics.com/rr © ~ @ C || (] Office Admin center - Active u... | Auto Assignment: New Auto A... & Administration - Microsoft ...

Process Center

€]

B https://r

Dynamics 365 + Settings v  Administration

Service m

Extensions

Business Customization System
.'.II Business Management m Customizations E Administration Email Configuration n Processes (@ Interactive Service Hub : k| Auto Assignm

Templates Solutions m Security E Activity Feeds Configu... . My Apps
Product Catalog lz Dynamics Marketplace m Data Management E Activity Feeds Rules 5
Service Management Plug-In Trace Log AN System Jobs Dynamics 365 App for...
Document Relati Insights
ko
% Auditing

Step 2 - The below snapshot depicts the configuration part for auto assignment. Here the assignment
type is categorized into User and Group.
Assignment Type

a.) User

b.) Group
Entity field will display the drop-down list for the available entities in MS CRM.

The entity specified in the Entity implies that the assignment will trigger on creation of that

respective entity.
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v Settings v | Auto Assignments > New Auto Assignment

Hsave Elsaveaclose 4 NEW FORM EDITOR
AUTO ASSIGNMENT : INFORMATION

New Auto Assignment =

4 General

Configuration

Entity account v List of
Display Name * activitymimeattachment entities
. activitypointer
gnment Type annotation
Based on Category appointment

bookableresource
bookableresourcebooking
bookableresourcebookingheader
bookableresourcecategory
bookableresourcecategoryassn
bookableresourcecharacteristic
bookableresourcegroup
bookingstatus
bulkoperation
businessunit
campaign
campaignactivity
campaignresponse
category

| channelaccessprofile |

*
User
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Step 3 — Select the schema name and specify the user name to whom the case should
get assigned to.

Here a user is selected as highlighted below and save the record.

* Assighment type = User
* Entity = incident

* Display Name = Case

22 Dynamics 365 ~ Settings ~ | Auto Assignments > New Auto Assignment

Hsave B'saveaclose =+ NEw  EEl FORM EDITOR

AUTO ASSIGMMENT : INFCRMATION

New Auto Assignment -=

Select the
4 General schema name
Configuration /
Entity incidant v

Display Mame * Case
I = I\ Specify the

Assignment Type User display name
Based on Category No
Usar © Nitya Bhargavi Ly Seclect the user
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TEST RESULT OF DIRECT ASSIGNMENT:

Creation of a case:

Click on the menu bar followed by Services sitemap. Now click on the Cases present below the

Service option

€}

B2 https:;//roundrobininst rm&.dynamics.com/m O ~ @ C || B¥ Auto Assignment: incident - U... B Case: tes 11

Service v es > tes11

Settings

My Work Customers Service Collateral
m&E [=h i
Dashboards =] accounts Articles

Activities Contacts
E Social Profiles

Service Calendar
Queues

Contracts
E Products
s

Services

ST
CASE DETAILS POSTS ACTIVITIES KB RECORDS NOTES

Case Title ™ tes 11 All -~ | Add Phon... Add Task

) B CAS-00006-V8JOVS

Subject We didn't find any activity records.

Customer* EE Smita Sakhare

Origin

Contact

Entitlement

Product

Active

Training

Goals

@ Goals
W4 Goal Metrics

Rollup Queries

Calendar

@ Contact

Smita Sakhare
B company
B3 Email

£, Mobile
. Business

~
B Onlinelnteractive
ss@gmail.com
9883838338
v
H
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Click on the +NEW CASE button
a B2 https://roundrobinins

Dynamics 365 Service v | Cases >

n8.dynamics.com/n O ~ @ & || B® Auto Assignment: incident - U... | B Cases My Active Cases - Mi...

CHARTPANE v  BBviEW  »ee

2 PHONESUPPORT [l DELETE | ~ [} RUNREPORT ~  [JJEXCELTEMPLATES v @ EXPORTTOEXCEL | * [y IMPORTDATA | ~

+ My Active Cases ~ Search orrecoras S
v Case Title N Case Number Priority Origin Customer Status Reason Created On Y 2 4
‘:OJ tes 11 'CAS-00006-V8JOVS Normal Smita Sakhare In Progress 8/24/2017 11:49 AM 9
Q
EO] test ‘CAS-00000-VBNOW4 Normal Smita Sakhare In Progress 8/24/2017 11:44 AM a‘

‘;-ﬂ test4 (CAS-00003-50K4G4 Normal Smita Sakhare In Progress 8/24/2017 11:45 AM

As per the configuration
Create a case and save it the case gets assigned to
the user

- X

crme.dynamics.com/mr O ~ @& C || B% Auto Assignmes B Case: Renewal

€]

namics 365 v | Service v | Cases > Renewal > @ ’

SAVE&ROUTE =4 NEW %, CREATECHILD CASE [ RESOLVECASE [x CANCELCASE [, ADDTOQUEUE [ QUEUE TEM DETAILS $SASSIGN 37 DO NOT DECREMENT ENT...  *** A X
CASE
Re n eWa | Priority Created On Status Owner
Normal B8/24/2017 1222PM In Progress & NityaBha
Identify (Active) [= Research Resolve
V' Find Customer ™ I3 Smita Sakhare
Find Contact dlick to enter
V Find Case @ Renewal
Phone to Case Process Next Stage @ A
4General A
CASE DETAILS POSTS ACTIVITIES KB RECORDS NOTES
o Al - | AddPhon..  Add Task
Case Title Renewal BiEontack
D @ CAS-00008-K3Z9F4
Subject = We didn't find any activity records. St Sakiare
Customer* X Smita Sakhare B company & Onlinelnteractive
Origin - 3 Email ss@gmail.com
Contact - . Mobile 9833838338
Entitlement - . Business -
Product & bt
Active H
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3. ROUND ROBIN ASSIGNMENT

Scenario 1 -Configuration for round robin

Dyna mics 365 Settings v Auto Assignments > Case - Round Robin

+ NEw [ DEACTIVATE [ DELETE <= EMAIL A LINK % RUN WORKFLOW  [¥] START DIALOG @ WORD TEMPLATES - [¥) RUN REPORT ~ FORM EDITOR

AUTO ASSIGNMENT : INFORMATION

Case - Round Robin -=

A
General Select Schema
Name of Entity

Configuration x
Entity -
e | incident v
Display Name * Case
I I‘ Eeca o I - - - o
Logic Type ™ Round Robin Type Group
Based on Category No
I Team ™ Team B I
B Team Members
v
Full Name Primary Email Counter
Pranav Kumar 0
0
0
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TEST RESULT OF ROUND ROBIN ASSIGNMENT:

Assignment will happen

Creation of a case based on round robin

configuration

&.dynamics.com/m © ~ @ & || B¥ Auto Assignment: Case - Roun... B Case: Renewal

> Renewal >

I SAVE & ROUTE 4 NEW 4, CREATECHILD CASE [} RESOLVECASE  [X CANCELCASE B, ADDTOQUEUE [l QUEUETEMDETAILS $8ASSIGN £ DO NOT DECREMENT ENT... === A X
CASE
Ren ewa I = Priority Created On Status
= Normal 8572472017 2:09 PM In Progress
Identify (Active) [= Research Resolve
¥ Find Customer ™ 5 Smita Sakhare
Find Contact click to enter
V Find Case 8 Renewal
Phone to Case Process Next Stage @ -~
«General A
CASE DETAILS POSTS ACTIVITIES KB RECORDS NOTES
5 Al - | AddPhon..  Add Task VYE
Case Title Renewal 8 Contact
D 8 CAS-00010-Z7L8MO
We didn't find any activity records, Smita Sakhare
Subject -
Customer® X Smita Sakhare Bl company & Onlinelnteractive
@
Origin B2 email ss@gmail.com
Contact . Mobile 9883838338
Entitlement €. Business = L
Product
Active H

Assignment Logic

Dyna mics 365 Seﬂ'ings ~ Auto Assignments » Case - Round Robin

+ [@ DEACTIVATE [ DELETE e EMAILALINK &% RUN WORKFLOW [ sTART DIaLoG ) WORD TEMPLATES - [¥] RUN REPORT ~ FORM EDITCR

AUTO ASSIGNMENT : INFORMATION
Case - Round Robin =
4 General

Configuration

Entity

incident v
Display Mame * Case
gnment Type Group
Logic Type * Round Robin
Based on Category No

®
Team Team B The case count is

updated against

that user
B Team Members
A
Full Name - Primary Email Counter
Pranav Kumar 4]
Pulkit Srivastava 1
Sudhanshu Gupta 1]
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Scenario 2 - When the case counter is same for all the users. Here the counter is one for all below
users.

Dynamics 365 Settings w Auto Assignments > Case - Round Robin

NEW r& DEACTIVATE  TIJ DELETE = EMAIL A LINK % RUN WORKFLOW [ START DIALOG @ WORD TEMPLATES ~ [¥] RUN REPORT = FORM ED

AUTO ASSIGNMENT : INFORMATION

Case - Round Robin =

4 General

Configuration

Entity .
mHy incident v

Display Mame " Case

Assignment Type Group

Logic Type ™ Round Robin

Based on Category No

Team ™ Team B

B Team Members

Full Name Primary Email Counter
Pranav Kumar 1
Pulkit Srivastava 1
Sudhanshu Gupta 1

Page 12 of 26



PRAGMASYS
CONSULTING

TEST RESULT OF ROUND ROBIN ASSIGNMENT:

Creation of a case

rm2.dynamics.com/m O ~ @ C || B¥ Auto Assignment: Case - Roun... B Case: Renewal

Service v | Cases > Renewal >

E,.. SAVE&ROUTE =+ NEW 4 CREATE CHILD CASE E} RESOLVE CASE [ CANCEL CASE D, ADD TO QUEVE [}, QUEUE ITEM DETAILS :,"-‘- ASSIGN

B #7 DO NOT DECREMENT ENT...  *** A X
CASE
Renewal = Priority Created On Status uner”
= Normal 83872472017 221PM In Progress & Pulkit Sr
Identify (Active) [~ Research Resolve
V Find I3 Smita Sakhare
click to enter
8 Renewal
Phone to Case Process Next Stage @ ~
4 General A
CASE DETAILS POSTS ACTIVITIES KB RECORDS NOTES
T Al - | AddPhon..  Add Task
Case Title Renewal B
D B CAS-00013-K12688
— 3 We didn't find any activity records. SinitaSakhare
Customer ™ BB Smita Sakhare B company & Onlinelnteractive
Origin - = Email ss@gmail.com
Contact - . Mobile 9833838338
Entitlement - . Business
Product - v
Active

H

Counter resets

Dynamics 365 Settings o Auto Assignments » Case - Round Robin >

NEW |__§ DEACTIVATE I DELETE e EMAILA LINK  £% RUN WORKFLOW  [®] START DIALOG E] WORD TEMPLATES ~ [¥) RUN REPORT = FORM EI

AUTO ASSIGNMENT : INFORMATION

Case - Round Robin =

4 General

Configuration
Entity —
i incident v
Display Mame* Case
ment Type Group
Logic Type ™ Round Robin
Based on Category No

Team ™ Team B The counter is set to zero

after the case count is equal
for all the users

& Team Members

."
Full Name Primary Email Counter
Pranav Kumar 0
Pulkit Srivastava 1
Sudhanshu Gupta 0
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4.LOAD BALANCING ASSIGNMENT

Dy’ﬂa mics 365 Settings ~ | Auto Assignm 3 Case - Load Balancing >

=+ nEw E') DEACTIVATE T DELETE = EMAIL A LINK f?{.- RUN WORKFLOW  [®] START DIALOG El WORD TEMPLATES - [¥] RUN

AUTO ASSIGNMENT @ INFORMATION

Case - Load Balancing =

4 General

Specify the

display name
Configuration

A
Entity / | ;
incident v
Display Name * Case
Azzignment Type Group
LogicType is
I Lagic Type ™ Load Balancing I R — Losd B\;Tar‘lcing

Based on Category No
Team ™® Team 2

The counter will be

set to zero only
Pl once

£ Team Members

Full Name “~ Primary Email Counter  /
user 2 user2 @testorg004.cnmicrosoft.com 0
User 3 User3@testorgd04.onmicrosoft.com 0
Vishakha Mhaske vishakhamhaske@testergl0d.onmi... 0

NOTE: Here the round robin configuration can also work for one or more teams.

In such cases, there needs to be made same/different configurations as per the team for the
same assignment logic.
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TEST RESULT OF LOAD BALANCING ASSIGNMENT:

Creation of a case

2% https://roundrobininstance.crmé.dynamics.com/m O ~ @ & || B® Auto Assignment: Case - Load ... B Case: Renewal

€

Dynamics 365 Service v | Cases > Renewal >
B4 SAVE&ROUTE = NEW %, CREATECHILD CASE [ RESOLVECASE [ CANCELCASE [, ADDTOQUEUE [, QUEUE ITEM DETAILS S8 ASSIGN 3 DO NOT DECREMENT ENT... = A X
CASE
R enewa | - Priority Created On Status
- Normal 88/24/2017 2:40PM In Progress
Identify (Active) B Research Resolve
¥ Find Customer ™® 5 Smita Sakhare
Find Contact click to enter
V' Find Case & Renewal
Phone to Case Process Next Stage @ ~
«General A
CASE DETAILS POSTS ACTIVITIES KB RECORDS NOTES
All -~ | Add Phon... Add Task
Case Title ™ Renewal ! 8 Contact
D 8 CAS-00014-B3X6L8
We didn't find any activity records. St Saide
Subject v
Customer™® R Smita Sakhare [ Company & Onlinelnteractive
Origin - 3 Email ss@gmail.com
Contact - £, Mobile 9833838338
Entitlement - {. Business -
Product - b4
Active =

Assignment Logic

€}

B2 https://roundre

ininstance.crm?.dynamics.com/n O ~ @ & Auto Assignment: Case - Lo... * | Bt Case: Renewal

Dynamics 365 + Settings v Auto Assignments > Case - Load Balancing >
4+ NEw  [§ DEACTIVATE [l DELETE & EMAILALINK % RUN WORKFLOW [¥] START DIALOG [ WORD TEMPLATES ~ [} RUN REPORT ~ FORM EDITOR A X
AUTO ASSIGNMENT : INFORMATION
Case — Load Ba[a nC|n = Name Created On Status™
g - Case-load Bz 1| B8/24/2017 231PM Active
4General )
Configuraion The case count is i
« Incident A
Assignment Type Group u pd ated aga i nst th at « IncidentkKnowledgeBaseRecord
Logic Type Load Balancing « IncidentResolution
Based on Category No user + IntegrationStatus
Team Team 2 « InteractionForEmail
« InternalAddress b
8 Team Members
Entity Information
Full Name 4 Primary Email e e ® incident
User3 user3@roundrobininstance.onmicr... Display Name * Case
User 4 userd@roundrobininstance.onmicr... 0
Vishakha Maske vishakha@roundrobininstance.onm... 0
v
Active H
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Scenario 2 — When the case counter is same for all the users.

Dynamics 365 ~

Settings ~

Auto Assignments

> Case - Load Balancing

>

=+ new B DEACTIVATE T DELETE &= EMAIL A LINK 1%. RUMN WORKFLOW

AUTO ASSIGNMENT @ INFORMATION

Case - Load Balancing =

4
|

4 General
Configuration
Entity incident
Display Name * Case
Assignment Type Group

Lagic Type * Load Balancing
Based on Category No

Team * Team 2

£ Team Members

5] START DIALOG

Full Name Primary Email Counter .r"f:
user 2 user2@testorg004.cnmicrasoft.com 2
User 3 User3@testorg004.onmicrosoft.com 2

shakha Mhaske vishakhamhaske@testorgl04.onmi... 2

The counter is

same for all the
users

E] WORD TEMPLATES -

[¥] RUN

Page 16 of 26




PRAGMASYS
CONSULTING

TEST RESULT OF LOAD BALANCING ASSIGNMENT:

Creation of a case

crmé.dynamics.com/mm O ~ @& C || B¥ Auto Assignment: Case - Load ...| B8 Case: Renewal

Service v | Cases > Renewal >

B SAVEGROUTE 4 NEW %, CREATECHILD CASE [ RESOLVECASE [ CANCELCASE B, ADDTOQUEVE [l QUEUEITEM DETAILS #3ASSIGN 3 DO NOT DECREMENT ENT..,  =** Al X
CASE
R e n eWa l = Priority Created On Status Ovwner"
= Normal B8/2472017 253PM In Progress & User3
Identify (Active) [ Research Resolve
I3 Smita Sakhare
click to enter
8 Renewal
Phone to Case Process Next Stage @ ~

4 General A

CASE DETAILS POSTS ACTIVITIES KB RECORDS NOTES

- e Al - | AddPhon..  Add Task v

Case Title Renewal 8 Contact

D @ CAs-00019-L1Q1Q0

Subject = We didn't find any activity records. Sty Saisee

Customer® BB Smita Sakhare B company & Onlinelnteractive

Origin B Email ss@gmail.com

Contact {. Mobile 9883838338

Entitlement . Business

Product v

Active H

Dyna mics 365 - Settings Auto Assignments Case - Load Balancing >

4+ nEw [ DEACTIVATE [ DELETE &= EMAIL A LINK % RUN WORKFLOW  [®] START DIALOG @ WORD TEMPLATES - [¥] RUN REPO

AUTO ASSIGMMENT : INFCRMATION

Case - Load Balancing =

4
|

<« General
Configuration
Entity :
Ty incident v
Display Mame™* Case
gnment Type Group
Logic T:,fpe* Load Balancing
Based on Category No

Team * Team 2

Updates the case
count of the user

B Team Members

Full Mame Primary Email
I User 3 User2@testorg(04.onmicrosoft.com 3 I
user 2 user? @testorg004.onmicrosoft.com 2
Vishakha Mhaske vishakhamhaske @testorg004.onmi... 2
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Scenario 3 — Load balancing assignment works as per the lowest record count

HHH Dyna mics 365 ~ Settings ~ Auto Assignments > Case - Load Balancing >

o

+ nEw [ DEACTIVATE T DELETE  €=» EMAIL A LINK % RUN WORKFLOW  [®] START DIALOG EI WORD TEMPLATES - [F] RUM REPQ

AUTO ASSIGNMENT : INFORMATION

Case - Load Balanc

1
|

ng =

4 General
Configuration
Entity o
7 incident v
Display Name* Case
Assignment Type Group
Logic Type ™ Load Balancing
Based on Category No
Team ™ Team 2
& Team Members
+
Full Mame Primary Email Counter
User 3 User3@testorgl04.onmicrosoft.com 3
user 2 user? @testorg004.cnmicrosoft.com 2
Vishakha Mhaske vishakhamhaske @testerg004.onmi... 2

NOTE: Here the load balancing configuration can also work for one or more teams.

In such cases, there needs to be made same/different configurations as per the team for the
same assignment logic.
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TEST RESULT OF LOAD BALANCING ASSIGNMENT:

Creation of a case

n8.dynamics.com/m O ~ @ & || B¥ Auto Assignment: Case - Load ... B Case: renewal12

v Service v | Cases > renewall2 > 2 .
B SAVE&ROUTE =+ NEW %, CREATECHILD CASE [ RESOLVECASE [ CANCELCASE [, ADDTOQUEUE [l QUEUETEMDETAILS S8 ASSIGN 3 DO NOT DECREMENT ENT..  *e* A X
CASE
re n ewa ’ ‘] 2 — Priority Created On Status Owner"
= Normal 88/2472017 3:02PM In Progress & Vishakha
Identify (Active) [ Research Resolve
V' Find Customer ™ B3 Smita Sakhare
Find Contact dlick to enter
V Find Case 8 renewall2
Phone to Case Process Next Stage @ -~

“General A

CASE DETAILS POSTS ACTIVITIES KB RECORDS NOTES

. All - | AddPhon..  Add Task vYE

Case Title renewal 12 B Eomtac

D 8 CAS-00020-M3B8RO

. We didn't find any activity records. Smita Sakhare

Subject -

Customer ™ BB Smita Sakhare B company B Onlinelnteractive

o) B3 email ss@gmail.com

Origin

Contact . Mobile 9883;

Entitlement {, Business

Product ~

Active

H

Assignment works as per the lowest record count available between the users

Dynamics 365 - Settings - Auto Assignments » Case - Load Balancing >

4 NEw  [@ DEACTIVATE T DELETE &= EMAIL A LINK % RUN WORKFLOW  [®] START DIALOG @ WORD TEMPLATES ~ [¥] RUN REPORT ~ FC

AUTO ASSIGNMENT @ INFORMATION

Case - Load Balancing

4
i

4 General

Configuration
Entity .
e incident v
Display Mame " Case

jnment Type Group
Lagic Type™ Load Balancing

Group

Based on Category No
Team ™ Team 2

B Team Members

Full Mame Primary Email Counter -
User 3 User3@testorg004.onmicrosoft.com 3
I Vishakha Mhaske vishakhamhaske@testorg004.onmi... 3 I
user 2 user2 @testorg004.onmicrosoft.com 2
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5. ASSIGNMENT USING ROUND ROBIN/LOAD BALANCING BASED ON
CATEGORY

a.) Assignment of the records using Round Robin based on category

Step 1 — Assignment based on category
Logic Type = Round Robin, Category = YES
Mention all the below details:

. Category Column Name
. Category Display Name
. Category Value

wo Lo - Lodd Balaicang >

G - Load |

« General
Coord bgreraitioa Category Infzemation
- — -
: Patisiny
1

Specily the cilegony
deraals reguingd

i Team Members
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TEST RESULT OF ROUND ROBIN ASSIGNMENT BASED ON CATEGORY :
Creation of a case

The category value Assignment works as
‘one’ has priority high per the configuration

Service v~ | Cases > Renewal »>

t;'.,.. SAVE&ROUTE =+ NEW 4%, CREATE CHILD CASE D, RESOLVE CASE [;2 CANCEL CASE _D, ADDTO QUEUE 0, QURUE ITEM DETAILS é-’- ASSIGN E,/ DO NOT DECREMENT ENT...

CASE

R enewa ] = Priority Created On Status Owner”
= High B5/2472017 3:25PM In Brogress S Userl
Identify (Active) [ Research Resolve
v Find Customer ™ 5 Smita Sakhare
Fing Contact dickto enter
V Find Case 8 Renewal

Phone to Case Process Next Stage @

4 General
CASE DETAILS POSTS ACTIVITIES KB RECORDS NOTES
All ~ | Add Phon... Add Task
Case Title * Renewal ! Bt
D 8 CAS-00022-85N2M9
subjeat = We didn't find any activity records. S S
Customer* BB Smita Sakhare B company & Onlinelnteractive
Origin i B2 Email ss@gmail.com
Contact - . Mobile 9883838338
Entitlement ‘o Business -
Product
Active

ics 365 + [case- Load Balancing

+ NEw S DEACTIVATE [ DELETE = EMAIL A LINK ’3,’. RUN WORKFLOW [ START DIALOG E]wc-ie TEMPLATES ~ [¥] RUN REPORT ~ FORM EDITOR

AUTO ASSIGNMENT : INFORMATION

Case -Round Robin =

4\General
Configuration Category Information
Entity incident v Category Column Name*
Category Display Name ™
Display Name * Case
gnment Type Group
Logic Type Round Robin
Based on Category Yes
Team " Team 2
8 Team Members
Full Mame ™ Primary Email Counter
User 1 userl@testorgl04.onmicrosoft.com 1
User2 User3@testorg004.onmicrosoft.com [
Vishakha Mhaske vishakhamhaske @testorg004.o0nmi... 1

Name
Case - Load B=

prioritycode
Priority
1
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b.) Assignment of the records using Load Balancing based on category

Step 1 — Assignment based on category

Logic Type = Load Balancing, Category = YES
Mention all the below details:

. Category Column Name
. Category Display Name
. Category Value

Dynamics 365 ~

Settings ~

Auto Assignments > Case - Load Balancing >

+ nEw  [§ DEACTIVATE T DELETE = EMAIL A LINK % RUN WORKFLOW [ START DIALOG @ WORD TEMPLATES ~ [® RUN REPGRT ~ FORM EDITOR

AUTO ASSIGNMENT : INFORMATION

Case - Load Balancing -

4iGeneral Category set Yes

Configuration

Entity P
e incident

. + c *
Display Name Category Value

ment Type roup

*

Name

Case - Load B
Categary Information
Category Column Name * prioritycode
Category Display Name ™ Priority

1

gic Type Round Robin
I Based on Category Yes I
Team * Team 2
Specify the category
details required
B Team Members
=+
Full Name Primary Email Counter
User 3 User3@testorgl04.onmicrosoft.com 0
User 4 userd@testorg004.onmicrosoft.com 0
Vishakha Mhaske vishakhamhaske@testorg004.0nmi... 1
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TEST RESULT OF LOAD BALANCING ASSIGNMENT BASED ON CATEGORY:

Creation of a case

The category value

‘one’ has priority high Assignment works as

per the configuration

Dynamics 365

;‘,. SAVE&ROUTE 4+ NEW 4, CREATECHILD CASE [ RESOLVE CASE [ CANCEL CASE _D., ADD TO QUEUE QUEUE ITEM DETAILS i‘-’- ASSIGN 5:,/ DO NOT DECREMENT ENT... Ll

Priority
High

CASE

Renewal -

Created On Status
8372472017 3:55PM In Progress

Identify (Active) = Research Resolve
¥ Find Customer ™* B3 Smita Sakhare
Find Contact click to enter
V Find Case @ Renewal
Phone to Case Process Next Stage @ ~
«General ~
CASE DETAILS POSTS ACTIVITIES KB RECORDS NOTES
Al - | AddPhon..  Add Task . vYE
Case Title* Renewal I on L2 r= B G
D B CAS-00025-F758V0
Subject = We didn't find any activity records. S e
Customer * IX Smita Sakhare B company B Onlinelnteractive
Origin - B2 Email ss@gmail.com
Contact - . Mobile 9883838338
Entitlement - {, Business -
Product - o
Active H

Dynamics 365 ~ Settings v | Auto Assignments > Case-Lload Balancing >

=+ nEw

[ DEACTIVATE I DELETE =5 EMAIL A LINK ’_?{, RUM WORKFLOW  [B] START DIALOG @WG%D TEMPLATES - [¥) RUN REPORT ~ FORM EDITOR

AUTO ASSIGNMENT : INFORMATION

Case - Load Balancing = Name

Case - Load B=

«General
Configuration Category Information
Entity incident - Category Column Name * prioritycode
Category Display Name * Priority
Display Name * Case Category Value ™ 1
gnment Type Group
Lagic Type™ Round Robin
Based on Category Yes
Team * Team 2
B Team Members
+
Full Name 4 Primary Email Counter
User 3 User3@testorg004.onmicrosoft.com 3
Usard userd @testorg004.cnmicrosoft.com 3
Wishakha Mhaske vishakhamhaske@testorg004.onmi... 3
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NOTE: Here assignment of the records using round robin/load balancing based on category
can also work for one or more teams.

In such cases, there needs to be made same/different configurations as per the team for the
same assignment logic.
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6.ASSIGNMENT OF RECORDS USING CATEGORY

Step 1 - Configuration based on category

Category set YES
and user is mapped

Dynamicg 365 Se‘ttings ~ Auto Assignments > /incident - User >

[ DEACTIVATE [ DELETE &= EMAIL A LINK '-*-,’, RUN WORKFLOW/ [¥] START DIALOG m\VORD TEMPLATES ~ [ RUN REPGRT ~ FORM EDITOR

AUTO ASSIGNMENT : INFORMATION

incident - User =

Name
incident - Use

4 General

Configuration Category Information

Entity incident . Category Column Name * prioritycode
Category Display Name ® Priority

Display Name * Case Category Value * 1

Assignment Type User

Based on Category Yes

User ™ Vishakha Mhaske o

Category Details
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TEST RESULT BASED ON CATEGORY:

Creation of a case
The category value

‘one’ has priority high

&)

i | Dynamics 365

2% https://roundrobininstance.crm@.dynamics.com/m O ~ @ & || B¥ Auto Assignment: incident - U... | 5% Case: rehe

Service v | Cases > renewal >

@ Your Dynamics 365 trial will expire in 29 day(s)

Assignment works as
per the configuration

B savE& ROUTE 4 NEW 4, CREATECHILD CASE [} RESOLVECASE  [X CANCELCASE B, ADDTOQUEUE [ QUEUETEMQETAILS $8ASSIGN £ DO NOT DECREMENT ENT... ==+ X
CASE
renewa ] = Priority Created On Status Owner
= High B8/24/2017 511PM In Progress & Vishakha |
Identify (Active) gl Research Resolve
V' Find Customer ™ B Smita Sakhare
Find Contact click to enter
Vv Find Case 8 renewal
Phone to Case Process Next Stage (] ~
CASE DETAILS POSTS ACTIVITIES KB RECORDS NOTES )
-~ | AddPhon..  Add Task
Case Title ™ renewal A= | on, el YT
D B CAS-00027-79P2D8
Subject = We didn't find any activity records. Smita Sakhare
Customer™ = Smita Sakhare Bl company & Onlinelnteractive
Origin - B3 Email ss@gmail.com
Contact - . Mobile 9883838338
Entitlement L Business =
Product ¥
Active H
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