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Introduction

User Adoption Monitor is a productivity tool for Microsoft Dynamics CRM. It enables Managers to monitor
the actions of team members associated to Dynamics CRM for their day-to-day operations.

Salient Features

e Monitor Dynamics CRM Users Actions

e Track OOB and Custom Entities Records

e Define Monitoring Period for Entities

e Define Users to be Monitored

e Define Entities and Associated Actions

e Track and monitor CRM access of Users

e Track Usage: Daily, Weekly or Monthly

e Dashboard Reporting per Entity/ Action/ Period
e Dashboard Reporting per User/ Period

e User Adoption Report Creation

e Monitor Usage Without Disrupting On-going Activity

Note: It helps in monitoring the actions performed on the records but does not give information about the
exact field values entered or modified.
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Prerequisites

You need license for all the active users of Dynamics CRM, i.e., if there are 20 active users in CRM; you
need a license for all 20 users.

For further installation instructions, refer to the Installation Guide, if you don’t have one, ask your vendor
for it.

Getting Started

This section gives a general overview of the User Adoption Monitor for Dynamics CRM. The first step
towards it is the creation of a configuration record.

Setting up the Global defaults for User Adoption Monitor

Once the User Adoption Monitor solution is installed and activated, there is already a User Adoption
Configuration record created for you. In case if the record is not created or you wish to update the
existing record please follow the below-mentioned steps.

e Navigate to Settings > Configuration (Under User Adoption Monitor Group)

Microsoft Dynamics CRM Sales | v  Dashboards | v

m
Settings
Business Customization System Process Center User Adoption Moni...

'II Business Management m Customizations @ Administration Email Configuration ﬂ Processes . Inogic License Details
o’
IJ Templates Solutions m Security E Activity Feeds Configu... Configuration

-
E Product Catalog Dynamics Marketplace m Data Management E Activity Feeds Rules Entity Confrgurations
Service Management = Sy Trackings

Document Manageme... Monitored Users

e Click on (+ New) to create a new User Adoption Configuration record (If no record is already
created).
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Fill Values in this Entity

U/—\T Config =
4 General

AT Contig Ouner® & First name Last name
ittpe// s 30:5555/UAMY Y ack Deta Mo

Ve

« Notify Failure

Enable Choose Yes, to enable system-wide flag for monitoring user actions.
To disable system-wide monitoring set this flag as No.

Track Details You can select either Yes or No. If you choose yes, it creates Tracking
Details record otherwise, it won't create Tracking Details record.
Know More.
CRM URL CRM URL to be used to generate record links in tracking information
Notify Failures Click on the checkbox and fill email details which will appear below. This

will enable the system to track and notify the System User-login workflow
failures to users.

Importance of Tracking Details

If you enable Track Details in User Adoption Configuration entity, then the tool will also store a link to the
record on which the action was performed by the user.

Entity Configurations for CRUD Operations

e Navigate to Settings > Security.

— Settings M Security

pmization System

Customizations @ Administration
Solutions m Security

Dynamics Marketplace m Data Management

Plug-In Trace Log System Jobs
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e Click on MANAGE ENTITY ACTION button.

Microsoft Dynamics CRM | = settings | v Security

©, MANAGE ENTITY ACTION

Security

Once you click the Manage Entity Action button, a pop-up opens listing the most commonly used OOB
Entities and Activities. It also lists all the available custom entities and activities. Apart from that, it
allows you to enable tracking of the most commonly performed Actions on any entity like Create,
Update, Delete, etc.

Note: Sample entity tracking configurations are shipped and installed along with the product.

=l Save J Close

L_Ifj: | User Adoption Tracking

Entity Name Create Update Delete Set State Assign
Account - _
Appointment o] @] @] @] @]
Case (@] @] @] @]
Contact Q @] @] @] @]

Credit Card Detai

Opportunity o] @] @] @] @]
Order

Phore Ca

CQuote

Task

Keys
(- None - Daily W - Weekly @ - Monthiy
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Here, you can specify, which actions need to be tracked per entity in a customized manner. To specify it,
just click on the red circle (O) for the period you would like it to be tracking information to be
summarized by.

Let us understand what these terms None, Daily, Weekly, and Monthly specifies;

(0)- Mene Represents tracking is not enabled at all.

- Daily Represents changes will be tracked and summarized daily.
- Weskly Represents changes will be tracked and summarized by the week.
@ - Monthly Represents changes will be tracked and summarized by the month.

Entity Configuration for special messages

We support the following special messages apart from the CRUD operations. You will find sample entity
configurations created for these when you install the sample data

Lead Qualifylead This message is triggered when a lead is qualified.

Opportunity Win It is triggered when an opportunity is closed as Won.

Quote Close Triggered when the quote is closed.

Quote Win It is triggered when the Create Order button is clicked on
the quote to create an order and also closing the quote.

Incident Close This is triggered when an Incident is closed as Resolved

List AddMember This is triggered when a new member is added to a Static
Marketing List

Email Send To track the emails that are sent out of CRM
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@iHDEiC Page7]25




User Adoption Monitor - User Manual

+ Active User Adoption Entity Configuration

W Entity Label Entity Schema Message Period
Account account create Daily
Account account update Weekly
Appointment appeointment setstatedynamic...  Daily
Incident incident setstatedynamic..  Daily
Lead lead create Daily
Lead lead qualifylead Meonthly
Opportunity opportunity win Meonthly
PhoneCall phoneca create Daily
Quote quaote close Meonthly
Quote quaote win Meonthly

Example for Entity Tracking

e Here we have enabled Daily tracking on Account for Create & Update actions, and for Set State on

Appointment.
Entity Name Create Update Delete Set State Assign
Account (] @] @] O
Appointment O o 0 O

e Upon Save, you will be notified that the Tracking has been enabled/disabled for selected entities.

e You can verify the configurations by navigating to the Entity Configuration area of User Adoption.

+ Active User Adoption Entity Configuration ~

' | Mame ™ Entity Labe Entity Schema Message Period
Account-create Account account create Daily
Account-update Account account update Weekly
Appointment-setstatedynamicentity Appointment appointment setstatedynamic..  Daily

e With the configurations recorded actions like Create and Update on Account will be tracked. Every
time an appointment is closed, that information will be tracked as well.

Note: Through the User Adoption Tracking screen you can only configure to monitor CRUD operations
performed on entities. To monitor other actions performed by the user on the entities you need to create
the User Adoption Entity Configuration Record manually.
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Verify Tracking

Let us go ahead and verify our entity configurations.

Add a new account

BHsave ElsavE&close == NEw [ FORM

R T
ACCOUNT

New Account =

<« Summary

ACCOUNT INFORMATION

Account Name ™ Movino Informatics

Phone 458-856

Email help@novinoinfo.com
Website http://www.novinoinfo.com

Parent Account --

Ticker Symbaol --

Upon save, navigate to the Tracking area of User Adoption to see the updates reflected there.

It would create a new tracking record per entity/message/period combination. Since we had selected to
monitor Account creates daily, you will find one record each day per user for tracking the creates by that
user for that day.

0 DELETE | v e EMAILALINK | - [¥) RUN REPORT ~ EXCEL TEMPLATES ~ @._, EXPORTTOEXCEL | ~  {pIMPORTDATA | v gl CHART PANE

+ Active Tracking View ~
'  MName Count User Entity Label Message Start Date ~ End Date
Sam Inogic - Account - create - 6/8/2016 - 6/8/2016 1 Sam Inogic Account create 6/8/2016 6/8/2016
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Update an account

=+ NEwW [ DEACTIVATE &3 CONNECT | ~  [fADD TO MARKETING |
ACCOUNT ¥

Novino Informatics =

4« Summary

ACCOUNT INFORMATION

Account Mame ™ MNovino Informatics

Phone 458-856

Email help@novinoinfo.com
Website hitp:/fwww.novinoinfo.com
Parent Account AVI Infotech

Ticker Symbol -

It would create a new tracking record per entity/message/period combination. Since we had selected to

monitor Account updates weekly, you will find one record per week per user for tracking the updates by
that user for that week.

+ Active Tracking View ~
~ | Mame Count User Entity Label Message Start Date End Date
5am Inogic - Account - update - 6/5/2016 - 6/11/2016 1 Sam Inogic Account update 6/5/2016 6/11/2016
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CRM Access Tracking

CRM Access Tracking is a feature to track access of the Dynamics CRM users. It enables the managers to
monitor the CRM access of their team members by tracking various web activities performed by them in
the CRM manually.

Note: This feature doesn’t give the actual daily login count of a CRM user, instead provides brief details
on the times a user accesses a CRM.

Steps to Track User’s CRM Access

1. First step towards it is Enable Auditing. Please follow the below steps.

e Navigate to Settings -> Auditing (under “System” group)

Dynamics 365 Sales -~  Dashboards > P D 4+ ¥
Settings
Business Customization System Process Center User Adoption Mon...

Inegic License Details

_II Business Management m Customizations @ Administration Email Canfiguration ﬂ Processes .
g Templates Solutiens m Security E Activity Feeds Canfigu.., Configuration

Product Catalog IZ Dynamics Marketplace m Data Management E Activity Feeds Rules E‘E Entity Cenfigurations
-3 b
Vﬂ' Service Management = Plug-In Trace Log System Jobs [®Y| Trackings

Monitored Users

B
Document Manageme...
% Auditing

Auditing h

=

e |t opens Audit window as shown below. Click on “Global Audit Settings”.

Whit would yew lilke 1o dol?

Lo Global Ry Setnags "E Enmity sngd Fasld Audit Fariings
N — — Lgt werremamie mmmrsin s ren
o Hudit Summary View :2I Audit Lo Rlansge ment

e C(Click on “Auditing” tab .Check “Start Auditing” and “Audit user Access” Settings as shown below.
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System Settings ? X

Set system-level settings for Micresoft Dynamics 363,

General Calendar Formats Auditing Ernail Marketing Customization Outlock Reporting Goals Sales Service Synchronization

Audit Settings

M start Auditing

Enable Auditing in the following areas
W] common Entities

[ sales Entities

D Marketing Entities

M customer Service Entities

2. Create a “User Adoption Entity Configuration” record for User Login as follows:

e Navigate to Settings -> Entity Configuration (under “User Adoption Monitor” group)

Dynamics 365 ~ Settings Activity Feeds

Settings
Business Customization System User Adoption Mon...  Process Center Application

.',II Business Manageme m Customizations a Administration Email Configuration
Templates ..; Solutions m Security E Activity Feeds Confi...
HYJ| Froduct Catalog Iﬂ Dynamics Marketpla... m Data Management E Activity Feeds Rules Entity Configurations
Service Management = Plug-In Trace Log System Jobs Relaticnship Insights ._\\||| Trackings

Document Manage... Monitored Users

E Auditing

. Inogic License Details u Processes . My Apps
ﬁ Configuration

& Microsoft Flows

e C(Click on (+ New) to create a new User Adoption Entity Configuration record for login (If no record is
already created).
Note: Whether the entity configuration record has already been created or not, can be verified from
the entity configuration home view as below

innovative logi
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Dynamics 365 Settings ~  Entity Configurations >

NEW T DELETE | ~ @ EMAILALINK |~ [ RUNREPORT = EL‘IEL TEMPLATES ~ ﬁ._, EXPORTTOEXCEL | = [ IMPORTDATA | ~ gl CHART PANE ~ B@@'-."IE".“." ooo

~ Active User Adoption Entity Configuration v
v Name Entity Label Entity Schema Period Created On
account accaunt Daily
Case ncident create Daily
Case delete Daily
Case update Daily
Contact contact create Daily
Contact contact delete Daily
contact update Daily
I 5y systemuser systemuser ogin Daily I

The User Adoption Entity Configuration record should always be created with the following attributes as
shown in the screenshot below.

B . 2
o Entity Label : : “systemuser
i R ”
o Entity Schema :: systemuser
“" H n”n
o Message : : “login
H “" H 2
o Period :: “Daily
Dynamics 365 Settings v Entity Configurations > systemuser-login >
=+ wew [ DEACTIVATE T DELETE S8 ASSIGN () SHARE e EMAILALINK % RUN WORKFLOW [F]START DIALOG [ WORD TEMPLATES +  =se a al X
USER ADOPTION ENTITY CONFIGURATION : UA ENTITY CONFIGURATION
systemuser-login =
4 General
Name A systemuser-login Owner * & Administrator UAM
[Entity Label ™ systemuser_|
‘Enub;Szhswa* B systemuser ‘
Trackings
Name ™ Count User Entity Label Message Start Date End Date Created On
No User Adoption Tracking records found.

Note: The period should always be selected as “Daily” as this feature only works for daily tracking.

3. Once the Entity Configuration record is created, the User Adoption Monitor will track the CRM
Access of each logged in user. The tracking details can be reviewed either from the “systemuser-
login” entity configuration record as below or by navigating to the Settings > User Adoption
Monitor > Trackings.
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USER ADOPTION ENTITY CONFIGURATION & UA ENTITY CONFIGLIRATION

systemuser-login =

soenetal
sy . M Xa
Y
& gy ’
Trackings
Narrw ~ v Ernny Labe Menade >t Date Creue
yItemuse o 25 Ohvias Xave Systemuser logn 10/26/2017
stemuser - oon 6 Ema joseph  systemuser log Q52017
5 Ere M SYyStertiter logn 10/26/2017
9 Mark Tyle Systemuser logn 107262017

From this “Trackings” view we can find the number of times a respective users has accessed the

CRM by date.

4. We can see exact time at which CRM users has accessed the CRM by opening the “Trackings” record
as below.

USER ADOPTION TRACKING : UA TRACKING

Emilla Joseph - systemuser - login =

Tracking Details

$22551GH O SMARE W EMAL ALDK 3 RUN WORKILOW

Harne A Recoed LSy I Access Date

10/26/2017 3:52 PM  10/26/2017 3:55...
1026/2017 3:52 PM  10/26/2017 3:55...

10/26/2017 407 PM  10/26/2017 410

@ WorD TEMPLATES -

10/26/2017 3:51 PM  10/26/2017 3:55...

L

5. User Adoption Monitor gets shipped with the “User CRM Access Summary” dashboard to view the

CRM user’s access summary at a glance.

The “User CRM Access Summary” dashboard can be viewed under the System dashboards area.
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i Don't Lose Access to Dynamics 365. Convert to a paid subscription Buy Now

E»SAVEAS ERNEW | = = SET AS DEFAULT & REFRESH ALL HAD\-‘AIICED FIND

User CRM Access Summary v

System Dashboards

Customer Service Manager Dashboard
CRM accessed by Users in this week O 7
Customer Service Perfarmance Dashboard

° @

Customer Service Representative Social Dashboard CRM accessed by Users in this week
Field Service Administrator Dashboard
Marketing Dashboard

Marketing Social Dashboard

1oreET _

Microsoft Dynamics 365 Overview

Organization Insights Dashboard
Practice Management Dashboard

Resource Manager Dashboard 0 1 2 3 4 s
Sales Activity Dashboard CountMNon-empy {Entiyy Configuration Id)
Sales Management B Emilla Joseph [l Mark Taylor [l Eric Mandis Chris Xavier
Sales Overview Dashboard

Server-Side Synchronization Monitoring

Service Overview

Social Engagement O bl
User Adoption Summary

=

B User CRM Access summary ]

25

25
20

Note: This dashboard is visible to only user who has any one of the following security roles, System
Administrator, System Customizer and User Adoption Monitor Administrator.

Track Opening of the Records

You can also track the touch of the records by tracking the opening of the records.

To track the opening of the records, certain customization is required. For example, consider a scenario
where you want to track the touch/opening of the account records.

o Create a record of the User Adoption Entity Configuration Entity with the following details;
> Entity Label : : Account (entity on which you need track open/read)
> Entity Schema : : account (schema name of the entity)
»  Message : : ikl_open
»  Period : : Daily (period you want to track)

), innovative logic
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USER ADOPTION ENTITY CONFIGURATION : UA ENTITY CONFIGURATION

Account-ikl_open -=

«General
Name & Account-ikl_ open Owner * & SamS
Entity Label * Account Message * & ikl open
Entity Schema ™ @ account Period * Daily
Trackings
Name Count User Entity Label Message Start Date End Date Created On
Joe Smith - Account - ikl_open - 5/12/2017 - 5/12/2017 2 Joe Smith Account ikl_open 5/12/2017 5/12/2017 5/12/2017 2:04 PM

©

Add the following User Adoption Monitor JavaScript libraries which are shipped along with the
product to the ‘Account’ form in the same order as mentioned below;

> ikl_/UserAdoption/scripts/jquery.js

> ikl_/UserAdoption/UserAdoption.XRMLib.js

» ikl_/UserAdoption/scripts/UserAdoption.ExecuteReadAction.js

innovative logic
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Form Properties

b 4
Maodify this form's properties,
Events Display Parameters Mon-Event Dependencies
4 Form Libraries -

Manage libraries that will be available in the form.

g Add [ Remove i up I Down [EQY Edit

Mame Display Mame

Description

ikl_/UserAdoption/scripts/iqueny.js ikl_/UserAdoption/scripts/iqueny.js
ikl_/UserAdoption/UserAdoptionXREMLi.. ikl_/Useradoption/UserAdoption XRMLIL...
ikl_/UserAdoption/UserAdoption.Execut... ikl_/UserAdoption/UserAdoption.Execut... Script to call the r..

ikl_/UserAdoption/UserAdoption.Exed

4 Eyent Handlers

Manage functions that are called for form or field events.

Contro Form ¥

Event OnLoad ¥

g Add [ Remove i up I Down i Edit

|[E[{ Edit Library

Library Function
ikl_fUserAdoption/UserAdoption.Execut... getRecordDetails

Enabled

True

Cance

©
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Then finally call the ‘getRecordDetails’ function on the Form OnlLoad event as shown in the above

screenshot from the Java Script Library ikl_/UserAdoption/UserAdoption.ExecuteReadAction.js

(which has already been included in the form) onload of the form and then save and publish the
customizations.
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Handler Properties x

Details Dependencies

Library ikl_fUserAdoption/Useradoption. ExecuteReads 5
Function * getRecordDetails

Enabled

Parameters

Pass execution context as first parameter
Comma separated list of parameters that will be passed to the function

QK Cancel

Note:
e You need to make the above mentioned changes on each of the form being used in case you have

multiple forms configured for role based access.
e To make the above mentioned changes one need to have the System Administrator privilege.

), innovative logic
@EHDEiC Pagel8]|25




User Adoption Monitor - User Manual

Reviewing Tracking Results

This is what a tracking record looks like;

USER ADOPTION TRACKIMNG : UA TRACKING

Sam Inogic - Account - update - 6/... -

4 General

Tracking Summary

Name ™ & Sam Inogic - Account - update - 6/5/2016 - 6/11/2016

Entity Label B Account Message B update
Entity Coenfiguration Id B Account-update Count 81

Start Date B 6/5/2016 User @ Sam Inogic
End Date & 6/11/2016

The tracking record will report on the following details of the action;

e Entity: Name of the entity on which action was performed.

e Start/End Date: This is the period for which the tracking was recorded on this record.
e Message: The operation being tracked.

e Count: The count of action being performed during this period.

e User: The user for whom the tracking is being maintained

If you had enabled Tracking Details as well, you should find the following details along with the tracking
record.

USER ADOPTION TRACKING : UA TRACKING

Sam Inogic - Account - update - 6/... =

Tracking Details

Created Cn ™ Record URL Mame A

B/3/2016 3:21 PM https//incipdemol2.crm.dynamics.com/main.aspx?e.. Track Details: 5am Inegic - Accoun...

® innovative logic
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A tracking detail record provides you with the following information;

USER ADOPTION TRACKING DETAILS : UA TRACKING DETAILS

Track Details: Sam Inogic - Account... =

4 General
Name ™ B Track Details: Sam Inogic - Account - update - 6/8/2016 5:21:58 PM
Record Guid B f6e7055e-6d2d-e611-80df-5065f38beDel
Record URL B https:/fincipdemo02.crm.dynamics.com/main.aspx?etn=account&pagetype=entityrecord&id="%7Bf6e7055e-6d2d-e611-80df- 5065f38be0e1% 7D
Tracking Id @ Sam Inogic - Account - update - 6/5/2016 - 6/11/2016

e Record Guid: Unique Id of the record on which the operation was performed.

e Record URL: Link to the record on which the operation was performed. You can click on the link
to navigate to the record being tracked.
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Control User Level Tracking

We have the flexibility to control actions being tracked at the individual user level as well.

o Navigate to Settings > Security > Users.

Microsoft Dynamics CRM | = Settings | v Security

&, MANAGE ENTITY ACTION

Security

Which feature would you like to work with?

Users
Add new users, Edit information about users and deactivate user records. Manage the teams, roles, and licenses

ass g MEd 10 USErs

e QOpen a User’s record, and then click MANAGE USER TRACKING.

Microsoft Dynamics CRM | = Settings | v Security Sam Inogic | v

""'l CONNECT | * |& MANAGE USER TRACKING | &5, APPROVE EMAIL &5, REJECT EMAIL E" REASSIGH

USER

Sam Inog

C =
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It will open a pop-up as shown below.

[ Save g Close

g Manage User Tracking: Sam Inogic

Entity Name Create Update Delete Set State Assign
Account ]
Appointment
Case
Contact
Lead
COpportunity
Phone Call

The configuration Ul at User Level would only list down those entities and actions, which are enabled
at System Level.

Note: For opportunity, we have enabled Win message/action, and since it is not available as a
message/action in the Ul, Opportunity will be listed here, but no options against it will be available.

In the Ul, you are just allowed to select between two values for any action, the one which is selected
at the System Level and the other as None

Daily (- Mone

For this scenario, you can just select between TR or

Note: Customizing tracking capability of a particular user will end the synchronization with the System
Level configurations. This means if you customize a user’s tracking capability, and later on, you enable
tracking for an entity under Create action at System Level, then it will not take effect for that user. For
a user to Sync with System Level configurations again, you need to delete all of the modifications done
for that user.

innovative logic
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Control Tracking for a User Globally

On the System Users form, we have a section called User Adoption where you can define whether to

enable the User Adoption tracking for a user or not.

USER

Sam Inogic =

The information provided in this form is viewable by t
0 This user's information is managed by Office 365. To ¢

User Adoption
¥ Enable User Adoption ¥Yes
Last Touch & 8/7/2015 7:32 PM

Set the Enable User Adoption to No to not track any actions of this user.

Last Touch would show the last date any action for this user was tracked.

innovative logic
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User Adoption Monitor Benefits

e User Adoption Monitor can be very helpful for managers to track the activities of users in their
team.

e Dashboards with charts can be used to show the actions performed by all users at one place. For
a reference, we have created a dashboard named "User Adoption Summary" with multiple charts
showing how powerful tracking can be using User Adoption.

Summary by User =] al Creates By Entity(This Month) Counts by Actions(This Month)

Active Trackings(This Month) Creates By Entity(This Month) Active Trackings(This Manth)

12 2 2
10 _ 2
Bl . .
: [
0 0
Sam Inogic SYSTEM Account Lead
User Contact Phone Call
Entity Label
Bl Account B Lead Phone Call
B Contact Il Sum (Count) B assign M create [ retrieve update
[ )

Reports can be generated defining the work done by users based on tracking done for actions
performed for respective entities.
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Contact Us

M/S. INOGIC TECH (INDIA) PVT. LTD.

A/301, Everest Nivara InfoTech Park,
MIDC, Turbhe

Navi Mumbai, Maharashtra 400705
INDIA

E-mail: crm@inogic.com

Skype: crm@inogic.com
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